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CORPORATE PHILOSOPHY 


OUR VISION 


To strive for excellence in the provision 
of our services. 


OUR MISSION 


To provide the Canadian public with 
internationally respected travel docu- 
ments. 


1994-1995 Annual Report 


OUR VALUES 


Quality Service 

We provide quality service that meets 
or exceeds the expectations of the 
Canadian public. 


Quality People 
We are committed to recruiting and 
training quality people. 


Integrity 

We provide travel documents that 
enjoy high international reputation 
and respect. 


Security 

We continuously focus on the security 
of the travel document and its produc- 
tion process. 


Cost Effectiveness 

We deliver travel documents to the 
Canadian public with the highest 
regard for cost effectiveness. 


Efficiency 

We focus on efficiency and sound 
management in the provision of our 
SEIVICES. 


R@&D 

We invest time, effort and resources in 
research to develop the product and the 
production process technology. 


Recognition of Achievement 
We encourage and recognize high stan- 
dards of achievement in our employees. 


SERVICE STANDARDS 


Price 

The passport fee recovers costs and all travel 
documents are produced with the highest 
regard for cost-effectiveness. 


Waiting Time 

The average waiting time for service is 20 min- 
utes. According to recent data, 85 per cent of 
all clients are served within 20 minutes. 


Turnaround Time 

The average time to process an application sub- 
mitted by mail is 10 working days; five working 
days if submitted in person. 


Number of Trips to the Passport Office 
Canadians applying for a passport in person 
generally make two trips to the Passport Office; 
one to submit an application, and the other to 
pick up a passport. 


Examination Time 
The average time to examine an application 
is five minutes if all application requirements 


are met. 


Availability 

The standard is to serve 85 per cent of our 
clients in person. There are 31 points of service, 
including 28 issuing offices, Certificate of 
Identity, Official Travel and mail-in services. In 
the recent past, only about 15 per cent of all 
applications processed in Canada were submit- 
ted by mail. 


Convenience 

All Passport Offices are to be located in areas 
where parking is available and in buildings that 
are accessible to persons with a disability. 


Hours of Service 

The minimum daily number of hours of service 
to the public is 7.5. Some issuing offices remain 
open to the public up to 9.5 hours. 


Security of Document 
All travel documents issued by the Passport Office 
conform to or exceed international security norms 


and all employees of the Passport Office have 
security clearance at the appropriate level. 


Conformance of Document 

All travel documents issued by the Passport 
Office conform to or exceed international speci- 
fications concerning the format and issuance of 
international travel documents. 


Serviceability 

In Canada the Passport Office provides emer- 
gency services after office hours, on weekends 
and on statutory holidays. When a passport is 
lost abroad, an emergency passport is issued. 


Protection of Personal Information 
All personal information concerning applicants 
is protected. 


Performance of Document 
All travel documents issued by the Passport 
Office are internationally respected. 


Responsiveness of Examiners 
Examiners are empowered to resolve complex 
issues at the time of examination. 


Competence of Examiners 
Examiners meet the professional and security 
requirements set by the Passport Office. 


Recognition of Employee Service 
Superior employee service is recognized and 


rewarded. 


Communication with the Public 

The Passport Office offers bilingual services as 
well as TITD/TTY services for the deaf. 
Applications are also available in Braille and in a 
digitalized format for persons with a visual 
impairment. The Passport Office provides a 
toll-free Touch—Tone information service 24 
hours a day, 7 days a week. Service representa- 
tives are available Monday through Friday from 
9:00 a.m. to 5:00 p.m. local time. The CEO 
responds to all written correspondence from the 
public within 30 days. 


Service to the Public 
All employees of the Passport Office dealing 
with the public provide courteous, helpful, kind 


and empathetic service. 


Service Standards 
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MESSAGE FROM THE 
CHIEF EXECUTIVE OFFICER 


The year 1994-95 was very significant for the 
Passport Office. It was a year in which we paid 
tribute to an important event in our history 
while at the same time eagerly looking to the 
future for ways to improve the quality of service 


to the travelling public. 


Twenty-five years ago we became a more acces- 
sible organization. The three regional offices we 
opened in Toronto, Montreal and Vancouver 
brought us much closer to the people we serve. 
Undoubtedly this was a radical departure for a 
highly centralized organization that had little 
direct contact with its clients at that time. Since 
then, we have evolved into a service-oriented 
organization, and as such we provide the high- 
est quality of service to our clients. Today with 
31 points of service strategically located throug- 
hout the country, we can serve most of our 


clients personally. 


We have now reached another significant mile- 
stone in our evolution. I am very pleased that 
We are in the vanguard of federal agencies using 
information technology to improve service 
while reducing operating costs. We have been 
very deliberate in everything we have done to 
usher in the era. Through the Technology 
Enhancement Plan, the Office has undertaken a 
comprehensive business renewal of the issuing 
process of Canadian travel documents. With its 
four distinct phases, the Plan sets a clear course 


for our future development. 


I am also pleased about the progress we have 
made in empowering our staff. For several years 
now we have provided empowerment training 
for our employees. It has given them the self— 


confidence needed to solve complex issues. 


Message from the Chief Executive Officer 


Robert J. MacPhee 
Chief Executive Officer 


The effectiveness of our short and long-term 
planning capability is evident as we continue 
to meet and exceed our objectives. And to no 
one’s surprise, our regional surveys showed that 


our clients are highly satisfied with our services. 


As we look to the next 25 years, the Passport 
Office will continue to strive for excellence in 
serving the Canadian public. I have no doubt 
that the combination of careful planning and 
a highly motivated workforce will enable us to 


meet the challenges ahead. 
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CHAPTER 17: 
SERVING THE TRAVEL 
NEEDS OF CANADIANS 


Canadians planning to travel abroad will need 


the services of one of the federal government’s 


most accessible agencies — The Passport Office. 


For most people the service required is the 
issuance of a passport. While this is the most fre- 
quently required service, the Office issues other 
travel documents such as diplomatic passports, 
special passports, emergency passports, certifi- 
cates of identity and refugee travel documents. 


‘rom left to right - Back row: Francine Dos Santos, Julie Girard, 
Vicheline Laberge, Chantel Bérubé, Louise Martel, Christine Genest 
ront Row: France Souchereau, Monique Gervais, Guy Dufort 

aval Office 


The Passport Office enjoys a high international 
reputation for the integrity of both the docu- 
ments it issues and the issuing process itself. To 
maintain the reputation, the Office constantly 
searches for new ways of doing business through 


technological and client service improvements. 


The Passport Office has established close ties 
with other Canadian government departments 
and agencies. These partnerships allow the 
Office to improve its service to the Canadian 
public and at the same time enhance the securi- 


ty and cost—effectiveness of its operations. 


Leslie Finter Examiner 
Ottawa Office 


The mandate under which the Passport Office 
operates is derived from the Canadian Passport 
Order. The Office is charged with issuing, 

revoking, withholding, recovery and use of 

passports. 


The Office also delivers procedural guidance to 
missions abroad. It provides official travel service 
to officials and elected representatives travelling 
on business on behalf of the Government of 
Canada or provincial or territorial govern- 
ments. In addition, it responds to international 
requests for advice on matters of effective and 


efficient delivery of a secure passport. 


Mission 


The Passport Office has a clear mission — to 
provide the Canadian public with international- 
ly respected travel documents. The documents 
are recognized by multilateral treaties and have 
a worldwide reputation for their authenticity 
and the integrity of the issuing process. The 
mission statement expresses the basic purpose 
of the Agency and acts as a basis for developing 
long-term strategy, including identification of 
potential markets and product lines. The broad 


nature of the mission statement enables the 
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organization to adapt to changing circumstances. Special Operating Agency Status 
The mission statement has been reproduced as 


C > Z - 8) Osx =P f 
; ; assport O inderwent a 
a poster, reprinted in all corporate documents In 1990 the Passport Office unde 


: . ajor transtormati — it became a Special 
and communicated to all employees. As a result, major transformation — it became a SF 


+ é . yerati Oe NOC TEV: = e fir ive Spec; 
all employees are aware of the mission and are Operating Agency, one of the first five Special 


evaluated on the basis of how well they con- Operating Agencies set up by the government 


of Canada to improve services to Canadians. 


tribute to it. 


As a Special Operating Agency, the Office 
places great emphasis on the use of sound 
business practices in the delivery of its services. 
While the Office operates like a private sector 
enterprise, it is a government institution, an 
Agency of the Department of Foreign Affairs 


and International Trade. 


The Passport Office finances its operations 
entirely from the fees charged for passports and 
other travel documents and must generate suffi- 
cient revenues to meet expenditures. The Office 
operates under a revolving fund and can accu- 
mulate an annual surplus (or deficit) of up to 
$4 million. The Office can also carry over sur- 
plus revenues from year to year to offset future 
shortfalls. To date, the accumulated surplus 


stands at $29.2 million. 


eres ee — As a Special Operating Agency, the Passport 
From left to right - Back row: Maridy Ayco-Carthew, Nelly Zilberberg 
Front Row: Cindy Plua, Joan Clarke 


Ontario Operations 


Office has greater management flexibility to 
achieve its results. In exchange for its increased 


autonomy, the Office is accountable for meeting 


demanding performance standards. 


The Passport Office is a highly motivated service— 
oriented organization that achieves its high 
standards while operating in a fiscally responsible 
manner. The Office is committed to producing 
travel documents with the highest regard for 
cost-effectiveness while enhancing its quality of 
service, according to defined service standards, 
and maintaining the security of the travel docu- 
ments it issues. Its staff is its greatest asset. They 
have been encouraged to take the initiative to 
resolve complex issues and to accommodate 


the travelling public in every reasonable way. 


The organization recognizes and awards out- : — 


standing service. Ginette Tremblay, Executive Assistant 
Executive Office 
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To reinforce the business nature of tts 
operations, the Passport Office has an 
Advisory Board with membership drawn 
from both the public and private sectors. 


To reinforce the business nature of its operations, 
the Passport Office has an Advisory Board with 
membership drawn from both the public and 
private sectors. The role of the Board is to pro- 
vide strategic advice to the Passport Office and 
to review and recommend for approval by the 
Chief Executive Officer and the Deputy Minister 
the corporate documents of the Agency. The 
Board meets twice a year and consists of seven 
members including representatives from the 
Department of Foreign Affairs and International 
Trade, other government departments and 
agencies, other Special Operating Agencies and 


the airline and travel industry (see Appendix A). 


The Passport Office publishes four major cor- 
porate documents: the Framework Document, 
the Strategic Plan, the Business Plan and the 
Annual Report. These documents are essential 
management tools used in the development and 
implementation of the long-term strategies and 
the short-term business objectives of the Office 


and in the evaluation of the Agency’s performance. 


The Framework Document is the Charter of 
the Agency and sets out the responsibility and 
accountability framework of the Office. It is 
revised every three years to reflect developments. 
The current Framework Document was last 
revised in 1994. 
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The Strategic Plan outlines the long-term 
objectives and strategies of the Office. The 
current Plan, completed in 1992-93, charts 
the direction of the Passport Office until the 
end of the 1996-97 fiscal year. 


The Business Plan identifies the Office’s business 
goals and objectives for the next fiscal year, 
outlines the strategies for achieving them and 
forecasts required resources. 

The Agency’s Annual Report evaluates its major 
activities and accounts for its financial perfor- 


mance in the preceding fiscal year. 


Organization 


Since becoming a Special Operating Agency, the 
Office has paid closer attention to its organiza- 
tional structure. When necessary, it has shifted 
responsibilities and reorganized itself to better 
reflect the business philosophy and corporate 


culture of the Agency. 


The Passport Office is headed by a Chief 
Executive Officer who together with the direc- 
tors of the Agency form the Executive Com- 


mittee. The Committee is responsible for all 


policy and operational decisions of the Office. 


/| 


Over the years the Passport Office has 
worked diligently to meet the expectations 
of the travelling public. 


The Passport Office is made up of the following 
functional and operational divisions: Strategic 
Planning, Management Services, Human 


Resources Services, Finance and Administration, 


Security and Foreign Operations, Western 
Operations, Ontario Operations, Central - 
From left to right - Malka Simon, Roger Blais, Andrée Gagné, 
Judith Lefebvre, Joyce Cochrane 

Ottawa Office 


Operations and Eastern Operations. 


The Passport Office is client-oriented and pro- 


vides services directly to the Canadian public. 


Its organizational structure reflects this orien- Have Passport Will Travel 

tation. The following organigram (Figure 1-1) 

illustrates the relationship among the various It is not unusual for Canadians to spend many 
parts of the organization and reflects the weeks planning a trip abroad. But few will likely 
Passport Office’s commitment to quality of give much thought to the one thing above all 
service. The client is at the core of the Passport others they must have to enter a foreign coun- 
Office activities. try — a valid passport. They do, however, know 


what they want; a fast, effective service and a 


The Passport Office operates 31 points of service, very affordable passport. Over the years the 


including 28 issuing offices located throughout Passport Office has worked diligently to meet 


the country, mail-in service, Certificate of Identity 


the expectations of the travelling public. 
and Official Travel (see Appendix B). The Office 


employs 434 indeterminate employees and 115 To personalize its service, the Passport Office 
determinate employees. has carefully selected the location of its 31 


points of service. Because offices are located in 
The Office is in the process of empowering its 
P 2 5 urban areas, the Agency can serve 85 per cent 


employees to enable them to resolve complex Si se : ) > wae 
: of its clients in person. The average turnaround 


issues When dealing with clients. The Chief eo tre : 
time to process an application submitted in per- 


Executive Officer consults with and asks for a. aA : : 
: son is five days, 10 days if submitted by mail. 


operational advice from the management team 
consisting of directors and managers. Care is taken to ensure that offices are located 
= 


j near parking areas and in buildings that are 

To ensure that all senior officers have a clear Aor feu: p : kee aed 
: accessible to persons with a disability. Service 
view of the Agency’s operations and objectives ; 2 
ee 1: : ; is available in both English and French and 


the Chief Executive Officer signs an annual ; : 
arrangements can be made to communicate 


contract with each director, setting out their ; 

Le A 2 with persons with a visual impairment and with 

responsibility and accountability. : 
: persons who are hard of hearing. 

Emergency services are available after normal 

office hours, on weekends and on statutory 


holidays. 
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Travel Documents 


The Passport Office issues about 1.3 million 

travel documents annually. To meet the varied 
travel requirements of its clients, the Office is 
authorized to issue seven different types of travel 


documents. 


The one familiar to most Canadians is the blue 


24—page passport. It is issued to Canadian 
citizens and is used for occasional travel, such 
as vacations and business trips. It accounts for 
98 per cent of all travel documents issued. The 
passport is valid for five years and is currently 
non-renewable. Children under 16 may be 
added to a parent’s passport or they may have 


their own. 


The 48-page passport very closely resembles 


the 24-page passport, but with its extra pages it 


Dianna Downs, Lucy Ramos, Examiners 
Vancouver Office 


is more convenient for frequent travellers, such 


as business people. 


In addition to these documents, the Passport Diplomatic or Special Passports may be provided 
Office issues burgundy coloured Diplomatic to the families of officials if they are also travel- 
Passports to Canadian diplomats, top-ranking ling at public expense. The Minister of Foreign 
government officials, diplomatic couriers and to Affairs and International Trade determines eligi- 
private citizens nominated as official delegates bility. Diplomatic and Special passports are valid 
to diplomatic international conferences. for five years, but entitlement to them ends on 


the date of the termination of the official status 


of the bearer or on the date of the termination 
To meet the varied travel requirements of of the official duty. When the entitlement ceases, 
. . esos . . the passport document must be returned to the 
its clients, the Office is authorized to issue ie oe 


. Passport Office. 
seven different types of travel documents. 
Canadians stranded abroad may be issued 
emergency passports by Canadian diplomatic 
and consular missions on behalf of the 
The Office also issues Special Passports to Passport Office. 
people representing the Canadian government 
on official business. These include members of 
the Privy Council who are not members of the 
Cabinet, Members of Parliament, provincial 
Cabinet members, public servants and private 
citizens nominated to conferences that are not 


diplomatic in nature. 
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Client service lies at the core of the 
corporate philosophy of the Passport Office. 
Today it 1s more important than ever 
before to provide service as efficiently, 
effectively and economically as possible. 


The Refugee Travel Documents are issued to 
persons who have been determined by Immi- 
gration Canada to be refugees under the 1951 
United Nations Convention on the Status of 
Refugees and are legally landed (or on a 
Minister’s permit pending landing) in Canada. 
Refugee Travel Documents are endorsed for 
travel to all countries, except the holder’s country 
of origin. They are valid for two years but may 
be extended for an additional period of one or 


two years to a maximum of five years. 


Certificates of Identity are issued to non- 
Canadians legally landed who are stateless or 
unable to obtain a travel document from their 
country of origin and have resided in Canada for 
less than three years. The Certificate of Identity is 
endorsed for travel to countries specified in the 
document and valid for not less than one year or 
more than two years, with one-year extension 


periods up to a maximum of three years. 


The Passport Office is a leader in producing 
machine-readable documents which can be 
used by Immigration Officers to quickly 
process travellers. Interest in this technology 
began in the early 1970s. A surge in inter- 
national travel meant that air terminals were 
flooded with travellers trying to pass through 
immigration and customs. In the future, pro- 
cessing of travellers will be further simplified 


by emerging technologies. 


1994 - 1995 Annual Report 


The Passport Office is constantly looking for 
new technologies to improve its service to 
clients. It has made significant progress 1n 
implementing the Technology Enhancement 
Plan which is designed to incorporate modern 
technologies in the issuing process of Canadian 
travel documents. Key staff members are 
involved with private contractors in developing 


the new technological system. 


The Office is also studying the feasibility of 
introducing a wallet—sized Passport Card. Its 
purpose is to facilitate movement across inter- 
national borders. The primary beneficiaries of 
the card will be frequent travellers to and from 
the United States. 


The Challenge 


In carrying out its mandate, the Passport Office 
must constantly balance the variables of quality 


of service, security and cost. 


Client service lies at the core of the corporate 
philosophy of the Passport Office. Today it 1s 
more important than ever before to provide 
service as efficiently, effectively and economically 


as possible. 


The organization recognizes that its employees 
are 1ts Most important asset in serving the pub- 
lic. To this end, the Office has taken a number 
of steps to develop a highly motivated work 
force. Employees have been encouraged to take 
the initiative in dealing with complicated issues. 
The Office has rewarded those who consistently 
perform their duties at a high-level. It has also 
provided employees with the tools they need to 
do the job. Work areas have been improved, 
training courses offered and the latest in 
information technology is being introduced 


throughout the organization. 


In recent years, the Passport Office has Enhanced security measures, often incorporating 


enhanced its management techniques by sophisticated technology, are being applied 
focusing on strategic management. Strategic across the organization to provide for an even 
management provides long-term strategic more secure passport in the future. High stan- 
direction, determines the appropriate use of dards must be constantly maintained to preserve 
resources, sets standards, and evaluates client the international reputation of the Canadian trav- 
and employee feedback. el document. The integrity of the system that 


produces this passport can never be put at risk. 


Production costs must be constantly monitored. 
In an era of financial restraint, the Office must 
employ sound management practices. It must at 
all times be cost— conscious. But at the same 
time, it can not simply cut costs as this might 
jeopardize its quality of service and security 
standards. To find an effective balance is the 
challenge the Office faces in the day—to—day 


carrying out of its duties. 


From left to right - Louise Martel, Francine Dos Santos, 
Christine Genest, Guy Dufort, France Souchereau, 
Chantal Berubé, Julie Girard, Micheline Laberge, 
Monique Bervais 

Laval Office 


Quality of Service 


Cost 


Security 
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25th Anniversary of 
Regional Offices 


It seems inconceivable today but prior to 1970 the 
only place you could apply for a passport in person 
was in the nation’s capital. So if you lived in 
Corner Brook, Nfld., or Abbotsford, B.C., the 
chances of your making the long trek to Ottawa 
were practically nil. 


Moreover, very few people living in communities 
much closer to Ottawa felt they could afford the 
time to make the trip. So unless you lived in the 
Ottawa area, you probably had no personal 
contact with the people who would provide you 
with the documentation you needed to visit 
foreign lands. 


There 1s no doubt that since the Passport Office 
first opened tts doors, the public has preferred a 
personalized service. However, few have had com- 
plaints about the efficiency of the Ottawa staff in 
getting passports to them in a relatively short 
period of time. 


The 1960s ushered in many changes to Canada’s 
social and political landscape. Some of these 
changes had consequences for those who toiled for 
the Passport Office in Ottawa. 


Prior to 1960, few Canadians travelled abroad. 
Those who did were mostly business people and the 
well-to-do. But all that was about to change 
before the decade ended. By 1969, the small 
Ottawa Passport staff was struggling to meet a 
workload that had more than doubled tn less 
than 10 years. 


Coincidental with the skyrocketing demand for 
passports was the recognition that something had 
to be done to prevent them from being obtained 
by tlleqal means. The integrity of the Canadian 
passport depended on an issuing system which 
ensured that passports would not fall into the 
hands of those who were not entitled to them. 


The assassination of Martin Luther King was one 
of the incidents that reinforced the need to tighten 
controls on the issuance of Canadian passports. 
His killer, James Earl Ray, had successfully 
avoided arrest while travelling on an illegally 
acquired Canadian passport. 


The federal government established the Royal 
Commission on Security to examine the issuing 
process and to recommend improvements. The 
Commussion recommended both more stringent 
application requirements and the opening of 
regional offices. - 


Le premier pas 
avant de vi 


From left to right - Back row: Madeleine Marcotte, Georges Leblanc, Louis-Phillippe Beaudoin, Margaret Szymanski, 

Lucas Beaudoin, Claudette Hébert, Michel Leduc, Joe Marrone, Sylvain Perreault, Carole Oleachea, Martine Lallouz 

Front Row: Ginette Pomerleau, Joy Bodnoff, Ginette Huot, Annie Samoisette, Sylvie Lecompte-Monette, Lorraine Bienvenu, 
Lois Bourgeois, Laurence Orefice, Johanne Ruel 

Montreal Office 
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The Passport Office moved quickly to carry out 
the Commission’s recommendations to tighten up 
the issuing of passports. The new regulations were 
effective in reducing abuse of the system but they 
also created a more complicated application 
process. Many people had difficulty understand- 
ing the new application requirements and, 
because no Passport Office representatives were 
available locally, they turned to their Members of 
Parliament for help in answering the questions. 
This quickly added to growing public pressure to 
establish local offices. In response, the Passport 
Office management set up three regional offices. 


They were located in the three largest cities in the Roper Goucinausueaneny veene swancuie 
Jean-Paul Magazzinich 


Toronto Office 


country — Montreal, Toronto and Vancouver. 


¥ 


Lucy Ramos, Jinous Ghalanoi, Examiners 
Vancouver Office 


The regional offices were originally intended to 
assist passport applicants having difficulty com- 
pleting the application form. They were to issue 
passports only in emergency cases. Very quickly, 
however, the regional offices established themselves 
as important links for the travelling public. 
Shortly after the commencement of operations, the 
regional offices began issuing passports on-site. 
In its first year of operation, the Montreal office 
issued approximately 48,000 passports, the 
Toronto office approximately 45,000 and 
Vancouver approximately 25,000. 


The opening of regional offices benefited both 
the public and the Government. Passport Office 
cents were given personalized service, resulting 
in fewer errors and faster processing time. 
Applicants’ personal appearance enhanced the 
security of the Canadian travel document and 
reduced time and costs of passport production. 
The overwhelming success of the first three regional 
offices eventually led to offices being opened across 
Canada. Today the Passport Office operates 31 
points of service, including 28 regional issuing 
offices. The latter accounts for the issuance of over 
85 per cent of all passports annually. 


In 1995, the three regional offices celebrated 25 
years of service to the Canadian public. As we 
look to the next 25 years, the Passport Office will 
continue to strive for excellence in serving the 
people of Canada. To better meet the needs of 
Canadian travellers, the Passport Office ts 
modernizing the issuing process of Canadian 
travel documents. 


The international reputation of the Canadian 
passport is maintained through the integrity not 
only of the passport book itself but also of the issu- 
ing process. Crucial to the integrity of the issuing 
process 1s the effectiveness and efficiency of the 
regional offices. The success of the Montreal, 
Toronto and Vancouver offices over the last 25 
years attests to the excellent international reputa- 
tion of Canadian travel documents. 


25th Anniversary 


Eastern Opera 
Strategic Plan 
Strategic Plann 


Management Service 


Human Resources Service 
Management Services 


Security and Foreygn 
Operations 


Finance and wep — 


CHAPTER 2: 
THE YEAR IN REVIEW 


The 1994-95 Business 
Plan Objectives 


In recent years the Passport Office has become 
much more business-like in carrying out its 
| mandate. During the 1994-95 fiscal year, it 
| refined many of the measures it has taken to 
| improve its operations. At the same time it paid 
| particular attention to the seven objectives set 
out in the 1994-95 Business Plan. The fact that 
it met all its objectives is further evidence of the 


Daymon Runyon, Daniel Champagne, Examiners 
Ottawa Office 


organization’s determination to find ways to 
| better serve the Canadian travelling public. 


The Technology Enhancement Plan encom- 


The Technology Enhancement Plan 


passes a wide range of initiatives. They touch 


| 7d es Ae ae on virtually everything the organization does to 
ELCOM Passes A Wine TANSE of INIELALLVES. produce a high quality product. The initiatives | 
They touch on virtually everything the include the development of more efficient pass- 


organization does to produce a high port production systems and procedures, 
. improved security measures and the evolution 
quality product. see 


of a highly motivated workforce able to take 


on ever increasing responsibilities. 


The objectives enunciated in the 1994-95 The four-year pigeon 


Pee len rere inc recnnoloey will be completed by the end of 1997. In 


order to map out as clearly as possible the 
Enhancement Plan, the Resource Allocation E oo 


a course the organization has set for itself. 
Review Project, the Consular Training S ee ” 
ited Technology Enhancement Plan is being carried 
Initiative, the Human Resources Management ee 


Plan, Empowerment, Quality of Service Onin tot 
Initiatives and development of New Business Phase one, which started in September of 1993, 
Opportunities and Products. was completed in mid—March of 1994. It identi- 
fied future client needs and requirements for the 
renewed issuing process. It also helped to devel- 
op alternative work flow patterns and to put in 


place an information technology infrastructure. 
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During the year, the Passport Office 
continued to encourage the empowerment 
of employees as a means to improve the 
quality of service provided to the 
Canadian public. 


Phase two, with its heavy emphasis on testing 
and research, was completed in 1995. Virtually 
every aspect associated with passport production 


was tested, including cost— benefit assessments. 


Phase three will see the testing of new systems 
and processes in an on-site operational setting. 
Phase four will see a renewed Passport Office 

with the newly developed equipment and pro- 


cedures fully operational. 


The Management Operations Review initiated 
in 1992-93 consisted of two projects: the 
Operations Review Project and the Resource 
Allocation Review Project. The Operations 
Review Project identified and implemented 

a standardized production process across the 
organization. The Resource Allocation Review 
Project developed a new resource allocation 
model based on the new standardized produc- 
tion process. The model provides for a more 
efficient reallocation of resources, leading to 
increased productivity and improved service to 


the Canadian public. 


The Passport Office gives high priority to pro- 
viding consular staff with the necessary training 
needed to issue Canadian passports. In the past, 
Passport Office staff has responded on an ad 
hoc basis to training requests from foreign 
missions, in most cases by travelling to missions 


to give classroom instruction. 


1994 - 1995 Annual Report 


The Consular Training Initiative takes advan- 
tage of technological innovations such as videos 
to provide a comprehensive self-learning 
training package. It is expected to both reduce 
training costs and standardize the method of 
instruction. During the year, the Consular 
Training Officer was heavily involved in adapt- 
ing current training packages to new computer 


systems being introduced in Canadian missions. 


The Human Resources Management Division 
developed a strategy for human resource 
management which will be followed by a com- 


prehensive review of policies and procedures. 


During the year, the Passport Office continued 
to encourage the empowerment of employees 
as a means to improve the quality of service 
provided to the Canadian public. Throughout 
the organization, front line employees were 


given more authority to resolve complex issues. 


To help meet the needs of its clients, the 

Passport Office has encouraged Quality of 
Service Initiatives throughout the organt- 
zation. In the 1994-95 fiscal year the Office 


undertook the following three initiatives: 


¢ To complement the efforts of regional offices to 


determine the service expectations of clients, the 
organization took part in a national study last 
year conducted by the Institute for Research 
and Public Policy. The study focused on the 
services and activities of several Special Operating 
Agencies. The Strategic Planning Division devel- 
oped a set of client service standards for the 
Passport Office. These service standards reflect 
the Mission and philosophy of the Passport 


Office as a Special Operating Agency. 


¢ For three consecutive years Western Operations 
has conducted a survey of passport applicants. 
The surveys focused on clients needs and ways 
of improving service. The excellent results 
achieved demonstrate the Passport Office’s dedi- 
cation to providing quality service to Canadians. 
The conclusions of the survey will be used to 


improve service in other parts of the country. 


¢ In 1994-95 the Office initiated a major review 
of passport policies and procedures to ensure 


their uniform application in all 31 points of service. 


The Office must constantly find new 
business opportunities to meet rising 
production costs. 


The Office must constantly find new business 
opportunities to meet rising production costs. 
Some of these opportunities are directly relat- 
ed to the new processes and technological 

innovations that the Technology Enhancement 
Plan will put into effect. Notable among these 
is the development of a wallet—sized passport 
card. It is intended to facilitate movement of 
travel to and from the United States and over- 


seas destinations. 


The Passport Office is also looking at a number 
of ways to reduce expenses. These include more 
effective marketing techniques and entering 
into joint ventures and colocation arrangements 
with other federal departments and agencies. It 
is also studying ways to make better use of its 
resources, including charging for services cur- 


rently offered free or below cost. 


0.0 


Performance Indicators 


To measure our success, the Passport Office uses 
the following indicators of efficiency: volume, 


productivity, revenue and expenditures. 
Volume 


In 1994-95, the Passport Office issued 
1,397,223 travel documents, an increase of 
nearly 6 per cent over the previous year and 
an increase of 7 per cent compared to the 
1994-95 Business Plan forecast. Of the docu- 
ments issued, 1,339,285 were issued in Canada 


and 57,938 were issued abroad. 


Travel Documents Issued 


million 


IES 


I 


1989-90 
1990-91 
1991-92 
1992-93 
1993-94. 
1994-95 
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Each year the Office establishes 
productivity targets for the Agency as a 
whole and for each operational division. 
Both the Executive Commtttee and the 
Advisory Board approve these targets. 


The number of travel documents issued in 
Canada increased by 7 per cent compared to 
1993-94. Two unrelated factors had an impact 
on increasing the number of travel documents 
issued in 1994-95. Probably the more impor- 
tant factor was the end of the recession. In poor 
economic times, most people regard foreign 
travel as a luxury they can no longer afford. But 
as the economy began to show unexpected 
growth, the number of Canadians travelling to 


foreign destinations increased. 


The other factor originated in the previous year. 


In December of 1993, a travel advisory to the 
Canadian public suggested that those travelling 
to the United States by public transportation 

should carry a valid travel document. The advi- 


sory received media coverage, prompting an 


unexpected demand for passports. The demand 
continued throughout most of the 1994-95 
fiscal year, but began to decline by the last 


quarter of the year. 


The volume of travel documents issued abroad 
decreased by 13 per cent. This decrease is due 
mainly to the fact that Canadians living in the 
U.S. now send their passport applications to 
Ottawa. They apply for a passport in missions 

in the U.S. only on an emergency basis. 


Of the 1,397,223 travel documents issued, 
about 98 per cent of the documents were the 
24—page passports and the remaining 2 per cent 


consisted of other documents. 
Productivity 


Historically, the productivity rate has been the 
most important efficiency indicator within the 
Passport Office. Each year the Office establishes 
productivity targets for the Agency as a whole 
and for each operational division. Both the 
Executive Committee and the Advisory Board 


approve these targets. 


Senior management uses productivity targets to 
allocate resources, monitor efficiency and develop 


short-term and long-term objectives. 


Travel Documents by Type 


1,365,979 
97.8% 

24 PAGE 
PASSPORT 


48 Page Passport | 
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Special 


31,244 
2.2% 

OTHER 
DOCUMENTS 


Passport Fees* In 1994-95, revenue reached $49.6 
24-page Passport or equivalent 


million, an increase of $3.1 million 


Country Years Valid = Fee (C$) (6.7 per cent) over the previous year. 


Canada 5 35.00 
United States 10 87.75 
France 5 94.60 
United Kingdom 10 38.94 
New Zealand 10 70.34 
Australia 98.40 
Japan 139.00 
Sweden 10 26.64 
Mexico 5 42.32 
Spain 10 16.41 $ million 
Germany 10 28.49 50 

India 5 1263 
Poland 10 eels 
Czech Republic 10 42.00 

*as of June 9, 1995 


Revenues 


In 1994-95, revenue reached $49.6 million, an 
increase of $3.1 million (6.7 per cent) over the 
previous year. The increased revenue was due to 


a 5.9 per cent increase in volume. 


Revenue 


The productivity rate is defined as the number 
of travel documents issued per person— year. 
There are two variations of the rate: the first 
takes into account overhead; and the second 


includes operations personnel only. 


The productivity rate is influenced by the 
seasonal fluctuations in demand for passports. 
As most travel occurs in the last quarter of the 


fiscal year, more staff are required at that time 


to process applications. 


In the 1994-95 fiscal year, the overall produc- 
tivity rate of the Passport Office was 2,681, a 
slight increase over the previous year and a O 


7 per cent increase compared to the 1994-95 


1989-90 
1990-91 
1991-92 
1992-93 
1993-94 
1994-95 


| Business Plan forecast. The productivity rate 

of operations personnel (overhead excluded) 
reached 3,614 travel documents per person— 
year, remaining constant at the 1993-94 level. 


Expenditures 


Total expenditures for the year were $42.8 
million, $6.8 million lower than revenues for the 
year. The expenditures increased by $1.5 million 
over the 1993-94 fiscal year. Salaries and 
employee benefits accounted for 49 per cent. 
Capital expenses were 3 per cent, and operations 


expenditures accounted for 48 per cent. 


Expenditures 
$ million 


50 


1989-90 
1990-91 
1991-92 
1992-93 
1993-94 
1994-95 


Central Operations 


Central Operations is located in the National 
Capital Region and manages five points of ser- 
vice including issuing offices in Ottawa and Hull 
as well as Official Travel, Certificates of Identity 
and mail-in service. During the year, it issued 
310,325 travel documents, up marginally over 
that of the previous year. The moderate growth 
in volume is attributed to the decrease in the 
number of applications issued by mail as a result 
of the opening of three new points of service in 


Ontario Operations in the previous year. 


The Division’s efforts to improve efficiency 
included moving its offices to new locations, 
introducing new technology, and improving the 


marketing of its services. 


In September, the Ottawa office moved to 
larger and more functional quarters on the 
Sparks Street Mall. Hull staff was also relocated 
in improved quarters. 

Central Operations provided its Mail Support 
Services with new technology to improve mail 


handling and accounting procedures. 


Judy Barkley, Manager 
Ottawa Office 
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By taking part in Ottawa’s Seniors Travel Show 


and in briefing Members of Parliament and The Vancouver office celebrated 1ts 25th 
their staffs, Central Operations continued its anniversary by sharing cake, coffee and 


ongoing efforts to make its services better 


tea with the public. 


known to the travelling public. Foreign guests 
from Sri Lanka, Australia, Uruguay, Taiwan, 
Latvia and Japan toured its facilities to familiar- 
ize themselves with the Canadian experience in 


issuing, passports. 


Western Operations 


Western Operations serves the Prairie Provinces 
and British Columbia. It has offices in Calgary, 
Edmonton, Regina, Saskatoon, Surrey, 


Vancouver, Victoria and Winnipeg. 


During the fiscal year, Western Operations con- 
tinued to meet the Passport Office’s standard 
for fast and efficient service by processing all 
passport applications in five days or less. It 
issued 283,561 passports, an increase of almost 


five per cent over the previous year. 


The region conducted the final phase of its | 
Mary Ellen Gillan, Director 


Western Operations 


three-year client survey. The survey showed 


that the Canadian public was extremely happy 


with the service they received from Western : 

~ to improve the quality of service. The Vancouver 

Operations. Ninety per cent of those who ; I 1 ; 

ae ls office celebrated its 25th anniversary by sharing 

responded to the survey said the service was * Ti . 

, cake, coffee and tea with the public. On display 

good or excellent. : f 
in the office was a kiosk featuring earlier types 


Although the public has been highly satisfied, of passports and posters commemorating the 
Western Operations management continues to opening of the Vancouver office. The kiosk will 
give top priority to efforts to improve service. be on display in other Western offices next year. 


Staff receives feedback from clients on the quality 


of service provided. To improve internal com- 


munications, Western Operations introduced 
| “Western RoundUp”, a newsletter featuring 


articles on initiatives undertaken by staff 
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Ontario Operations 


The Ontario Operations has offices in Toronto, 
Hamilton, London, North York, Scarborough, 
Thunder Bay, Windsor, Brampton, Kitchener 
and St. Catharines.In exceeding its production 
targets by 11 per cent, the region issued 
440,109 passports, 40,000 above forecast and 
one-third of all passports issued in Canada. 
Despite the heavy volume of passports issued, 
the region was able to live up to its commit- 
ments to clients by providing a five-day turn- 


around service. 


Three offices were opened last fiscal year in 

Brampton, Kitchener and St. Catharines. The 
operations of these offices have more evenly 
distributed business volumes within Metro 


Toronto and in the “Golden Horseshoe” — the 


area around the western end of Lake Ontario. 


ANA ARR 


ssh 


Vicky Belair, Manager 
London Office 


As in previous years, the region continued to 
give top priority to initiatives to improve its 
quality of service to its clients. Following up on 
the introduction of a “green light” service in 
its North York office last fiscal year, the region 
now offers the service in most of its offices. 
The service ensures that returning clients do 


not have to wait in line a second time. 


Every office has played a role in finding ways to 
meet the specific service needs of clients. These 
range from a pre-screening desk to scan appli- 
cations to the group processing of applications 
to providing information to clients in waiting 
areas, to the issuance of more than 40,000 
passports to Canadians with urgent travel needs. 
The Brampton Office improved service levels 
by expanding its facilities to offer pick up and 
information services “Down the Hall” — thus, 
using the core office space exclusively for exami- 


nation services. 


Two offices, Scarborough and London, were 
expanded to improve their services to clients 
and two more, Hamilton and Thunder Bay 
were improved. The Kitchener office introduced 
a “full job” concept under which staff is 
trained to perform each step of the issuing 
process from entitlement to production and fin- 
ishing. In doing so, the office experienced 
greater efficiency, managerial flexibility and 


increased job satisfaction. 
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St. Catharines, Kitchener, and London offices Eastern Operations 
continued to display the paintings of local 


artists in their waiting rooms. This innovative Eastern Operations is responsible for issuing 


initiative has produced several benefits. The travel documents in Quebec and the four 


artists have gained a wider audience and staff Atlantic provinces. It has offices in Fredericton, 


| and clients have a daily opportunity to appreciate Halitax, Jonquiere, Laval, Montreal, Sainte-Foy, 


7 5 4 ears q4 soll & Z > 
art. Other offices are exploring the possibility Saint-Laurent and St. John’s. 


of displaying the art of local artists in their Last year the region surpassed its productivity 
Walt, TOOTS. objective by three per cent by issuing 305,290 
} y p / c ? 


travel documents, an increase of more than 


seven per cent over the previous year. It also 


A Iustorical display, a commemorative continued to rely on management initiatives 
pamphlet and other information and the increased use of modern technology to 
material helped the Toronto office mark 
its 25th anniversary as a full-service 
centre. 


improve the quality of its service to the public. 


To serve the public in Montreal better, the 
region opened a temporary office in the Guy 
Favreau complex during peak demand periods 


to take the pressure off the main Montreal 


office. This move both reduced crowding at 


the main office and cut waiting time in half. 
A historical display, a commemorative pamphlet 


and other information material helped the In busy offices part-time examiners helped 


Toronto office mark its 25th anniversary as a reduce client waiting time. Every office was also y 


full-service centre. The public joined in the required to monitor client waiting time four 


celebrations with cake and refreshments; a staff times a day so that resources could be moved to 


where they were most needed. 


| picnic to which former employees were invited 


also helped mark the anniversary. 


In their continuing efforts to make their ser- 
vices better known to the travelling public, 
| regional offices took part in travel shows, made 
courtesy calls on Members of Parliament and 
travel agents, publicized their services through 
cable television and provided group information 


sessions for students and travel agents. 


| Guy Dufort, Manager 
| Laval Office 
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The region received favourable publicity 
in tts efforts to promote the 25th anniver- 
sary of the Montreal office. 


Strategic Planning 


An important function of the Strategic Planning 
Division is the development and articulation 
of the long-term strategic direction of the 


The Halifax, Fredericton and Sainte—Foy offices 
were moved to make them more accessible to 


the public. 


New equipment was purchased for the automated 
telephone system in Montreal. The system has 
improved the processing of applications and is 
less expensive to operate. During the year the 
system was extended to include the four 
Atlantic provinces as well as Quebec. Through- 
out the region staff were given more responsi- 
bility to deal with the issuing process. In the 
Laval and Sainte—Foy offices one entire layer of 
management was removed to emphasize the 
importance the Agency attaches to the empower- 


ment of its staff. 


Staff training continued to receive high priority. 
In addition to on-the-job training for passport 
examiners, copies of the brochure “Passport for 
a Gold Service” were widely distributed. The 
brochure offers advice on how to deal with a 
myriad of matters associated with the issuing 


of passports. 


All staff were offered opportunities to receive 
training in the use of computers. Managers met 
with staff in Montreal to make them better 
aware of the objectives of the Technology 


‘Training Plan. 


The region received favourable publicity in its 
efforts to promote the 25th anniversary of the 
Montreal office. In other efforts to make its ser- 
vices better known to the public, the region par- 
ticipated in trade shows and placed displays in 
17 shopping centres. As a pilot project, it select- 
ed shopping centres in remote areas to which 
residents can bring their passport applications. 
The region also continued to hold information 


sessions for students, travel agents and seniors. 


Passport Office and the short-term business 
objectives of the organization. Annually, the 
Division reviews the progress the Agency has 
made to date in implementing the strategies 
enunciated i the 1992-93 to 1996-97, 
Strategic Plan. The Division also co-ordinates 
the development of the Agency’s overall 
corporate policy and undertakes research in 
areas related to corporate affairs. 


Strategic Planning provides support to 
the Executive Committee, chatred by the 
Chief Executive Officer, and the Advisor’ 
Board, chaired by the Legal Adviser of th 
Department of Foreign Affairs and 
International Trade. 


Strategic Planning provides support to the 
Executive Committee, chaired by the Chief 
Executive Officer, and the Advisory Board, 
chaired by the Legal Adviser of the Department 
of Foreign Affairs and International Trade. 
The Director of Strategic Planning serves as 
Secretary to the Advisory Board. 
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Management Services 


The Management Service Division includes: 
Information Systems, Computer Services, 
Organizations and Methods, Written 
Communications, Communications and 
Marketing, Passport Policy and the 1-800 
telephone service. 


During the fiscal year, Computer Services was 
heavily involved in upgrading the hardware and 
software capability of the Passport Office. Much 
was done in paving the way for the introduction 
of Windows and WordPertect software. 
Successful testing was also conducted on how 
e-mail will be used to allow staff to communi- 


cate with other government departments. The 


Division was also heavily involved in developing 
Hans von Donhoff, Director new work standards to be used by managers in, 
Strategic Planning among other things, allocating resources and 
devising productivity targets. 
During the year, the Division developed the 
1995-96 Business Plan and produced the 
1993-94 Annual Report. These documents 
contribute significantly to the reinforcement of 


The Division took a major step last year toward 


joining the “Information Highway”. It now 
provides information about passport services 


through the National Capital Freenet, the 


the corporate image, giving employees a sense 
of direction, belonging and commitment. The 
Division conducted research on fee structure, 
developed service standards, prepared a submis- 
sion to Treasury Board concerning preliminary 
project approval for the Technology Enhance- 
ment Plan, and prepared presentations delivered 
by the Chief Executive Officer and other mem- 
bers of the senior management team. 


Gary K. MacDonald, Director 
Management Services 
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largest service of its type in Canada. By provid- 
The Corporate Communications and 


Marketing Section launched a major 
public relations campaign to make the 
Canadian public more aware of Passpor 
Office services. 


ing this information 24 hours a day, the 
Passport Office is in the vanguard of federal 
agencies using new technology to reach com- 
puter users. The next phase of this new service 
to the public may include on-line questions 


and answers. 


The Division initiated a Forms Inventory 
Project designed to eliminate or combine the 
various forms used in the daily operations of the 
Passport Office. With the aid of an electronic 
form software package, forms are created 
in-house and accessed directly from personal 
computers. Hard copies are printed directly 
by the users, reducing both inventory and 


composition costs. 


The Corporate Communications and Marketing 
Section launched a major public relations cam- 
paign to make the Canadian public more aware 


of Passport Office services. This included 


selective advertising aimed at the travelling 


/ ) 6 public, pamphlets and brochures and participat- 


ing in national and provincial travel fairs. It 


Sylvie Turcotte, Manager, 
Organization and Methods Services 


also helped plan communication activities to 
publicize the 25th anniversary celebrations of on the operations of the Office, the quality 
the Montreal, Toronto and Vancouver offices. of its service and how management may best 


It is now responsible for publishing the em- enhance employee empowerment. 


AYYT CT), 9 eee Om anys . 
ployee newsletter, “Passages”. In addition to these activities, the Section 


During the year, the national 1-800 call centre, continued its active liaison with other agencies 


a toll-free passport information service for the responsible for providing services to the travel- 


Canadian public, received more than 660,000 
calls. The system’s touch—tone automated infor- 
mation service was also improved and staff con- 


tinued to be trained in its use. 


The Passport Policy Section gave high priority 
to refining and developing its role within the 
organization. It also began the preliminary 
planning for what will be a major undertaking 
by the Agency — The Policy Review Project. 
The project, which is expected to begin next 
fiscal year, will examine all aspects of passport 
policy. This includes the impact of new 


technology 
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ling public. It actively participated in the 
Department of Citizenship and Immigration’s 
Business Process Re— Engineering project with 
a view to examining potential co-operation in 
the provision of services to the Canadian public. 
It also helped the Canadian delegate to the 
International Organization for Standardization 
committee on country codes. A new standard 
on country codes is expected to be available in 


the 1995-96 fiscal year. 


Human Resources Services 


In 1994-95, the Division completed a reorgani- 
zation initiated in the previous year. Human 


Resources Services is composed of three teams. 


The role of the Strategic and Program 
Development Team is to analyze the trends in 
human resources management and to develop 
human resources policies and procedures. It 1s 
also responsible for the planning of human 
resources and for monitoring the performance 
of the Passport Office human resources man- 
agement. In this regard, the team consults with 
and advises headquarters and regional human 


resources advisors. 


The National Capital Region Operational Team 
provides day—to—day operational services to 
management and employees of the National 
Capital Region. The team follows a multi- 
disciplinary approach to staffing, classification, 


staff relations and official languages. 


Solange Cyrenne, Human Resources Advisor 
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In 1994-95, the Division completed a 
reorganization initiated in the previous 
year. Human Resources Services ts 
composed of three teams. 


The regional human resources advisors, who 
make up the third team, provide services to 
management and employees in their specific 
regional operations and have a functional report- 
ing relationship with the Director of Human 
Resources Services. This approach ensures that 
regional perspectives and concerns are addressed 


and regional staff are better served. 


During the year the Division successfully negot- 
iated an instrument of delegation with the 
Public Service Commission, developed a human 
resources Management strategy for the Passport 
Office, put a grievance procedure in place and 
began work on a Human Resources Policy 


Manual. The Division also enhanced the devel- 


opment and maintenance of a human resources 
data bank through the acquisition of a human 


resources information system. 


Training of examiners continued to receive high 
priority. A member of the Division now heads 
the training program and provides training 
together with regional representatives. This 
ensures that policies and procedures are follow- 


ed consistently across all operations. 


Security and Foreign Operations 


The Security and Foreign Operations Division 
has primary responsibility for ensuring the 
integrity of the passport issuing process. To this 
end, it has vigorously pursued a course of action 
designed to frustrate the efforts of those who 
wish to obtain passports by illegal means. The 
Division has played a prominent role in the 
Interdepartmental Committee on the Security 


of Canadian Documents. 


Last year the Division took a major step 
towards redefining its role and responsibilities 
in light of the development of the Technology 
Enhancement Plan. It undertook a comprehen- 
sive review of its operations to ensure that its 


security services supported this initiative. 


The new organization will have three sections. 
Each will have specific responsibilities for main- 
taining the integrity and security of Canadian 


travel documents. In addition to providing 


The Division has played a prominent role 
in the Interdepartmental Commtttee on 
the Security of Canadian Documents. 


In other initiatives, the Division pursued the 
audit of issuing offices and operations of the 
Passport Office. As in previous years, the audit 
teams found that both offices and operations 
were efficient and that they provided excellent 
services. Work also progressed on the develop- 
ment of a long-distance training package for 


mission personnel. 


Finance and Administration 


The Finance and Administration Division pro- 
vides support and advice to managers of the 
Passport Office in matters concerning finance, 


administration and records management. 


technical and operational support to other 

ay, Sens / During the year, the Finance Section processed 

divisions, it will continue to be responsible for : : 

s ; 12,000 payment transactions, prepared financial 

providing case management advice to consular 
statements and reports published in the Public 


and regional offices. 


Accounts of Canada, performed its regular plan- 
ning, reporting and monitoring activities and 
participated in the development of two major 
Treasury Board submissions. It improved the 
account verification and payment requisition 
process by implementing a statistical sampling 
plan. Furthermore, the Division developed an 
acquisition card program to simplify the pro- 
curement of low dollar value items by regional 


divisions. 


In carrying out its administrative responsibilities, 


the Facilities and Telecommunications Group 


was involved in many projects concurrently. In 


Jocelyn Francoeur, Director 
Darlene Mayer, Administrative Officer 
Security and Foreign Operations 


line with the Agency’s corporate objectives of 


providing better quality of service to clients, it 
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co-ordinated the expansion, relocation and 
redesign of offices. It was also involved in 


improving the working environment of staff. 


The Records Management Section assisted 
headquarters and regional staff in dealing with 
requests to retrieve information from policy 
and administrative files. Corporate file research 
requests included 33,426 microfilm requests 
from the Privacy Commissioner, Consular 
Services, headquarters and regional offices. A 
total of 1,140,265 corporate files were micro- 
filmed. Records Management participated in 
the Local Shared Support Services Committee 
working group to implement an on-site archives 
storage for semi— active records. This should 
result in more efficient retrieval of information. 
The section also took steps to create and main- 
tain the Passport Office’s inventory of corporate 


information holdings. 


The Division conducted a survey to assess client 
satisfaction with the financial and administrative 
services provided. This was the first step in 
developing a new organizational structure for 


the Division. 


The Year In Review 


The Division conducted a survey to assess 
client satisfaction with the financial and 
administrative services provided. This 
was the first step in developing a new 
organizational structure for the 
Division. 


) 


Garry Saumure, Logistic Centre 
Finance and Administration 


_ — 


- 


eh 
ve 
: 


the organization — 


needs of Canadians, — 


it will review its 


long-range plan- 


colocation opportu- 
nities with other 
public and private 
sector partners. 


TSN 


Wy, 


HAY ai 


CHAPTER 3: 
BUILDING THE FUTURE 


The Passport Office is moving rapidly ahead 
with the business renewal of its issuing process. 
In redesigning its passport production systems 
and procedures, it will continue to take full 
advantage of modern technologies to improve 
every stage of the production process — from 
the storage and retrieval of documents to the 


printing of passports and other travel documents. 


The new information technology will enable 
the Passport Office to streamline its production 
process and to strengthen the security of the 

issuing system. In the future, the Office expects 
to have a fully on-line computerized environ- 
ment both in Canada and, where feasible, in 

Canadian missions. The initiatives it has taken 

in recent years have placed the Passport Office 
in the forefront of government agencies using 

information technology to provide more effi- 
cient services at less cost. 


The Office is constantly searching for ways to 
improve its services to clients. To be more acces- 
sible to the public, it has opened new offices and 
improved existing ones. Some issuing offices 
remain open after normal working hours and on 
holidays. In the future, the Passport Office may 
accept credit and debit cards in addition to cash 


for payment for passports. 


A planned national survey of clients is expected 
to obtain information that will enable the organi- 
zation to establish new national service standards. 


Building the Future 


The development of a wallet—sized passport 
card is another indication of the Office’s will- 

ingness to design and deliver its services to 

meet the needs of clients. The new card will 
greatly facilitate travel to and from the United 
States by enabling card—holders to clear immi- 
gration and customs quickly. The card will also 
enable officials to introduce new technology 


which will tighten security at border points. 


To ensure that the organization continues to 
meet the future travel needs of Canadians, it 
will review its long-range planning capability. It 
will also continue to pursue joint ventures and 
colocation opportunities with other public and 
private sector partners. It will show the impor- 
tance it attaches to its human resources by 
ensuring that they are provided with the 
training necessary to function in a much more 


computerized environment. 


In every future course of action the Passport 
Office will continue to pursue excellence in 
facilitating the movement of people across 
international borders and in responding to 
the needs of the Canadian travelling public. 
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CHAPTER 4: 
FINANCIAL PERFORMANCE 


Management Report 


Management is responsible for the preparation, 
presentation and consistency of financial infor- 
mation contained in the Annual Report. The 
financial statements and accompanying notes 
have been prepared by the Finance and 
Administration Division in accordance with the 
Financial Administration Act and appropriate, 
generally accepted accounting principles in 
Canada, and include the amounts that are based 


on management’s best estimates and judgments. 


In meeting its responsibility for the reliability of 
the financial data, management relies on compre- 
hensive internal accounting, operating and sys- 
tems controls. Controls include delegation of 


financial authority and personal accountability, 


segregation of responsibilities, and accounting 
and administrative policies and procedures. These 
controls are designed to provide reasonable 
assurance that financial records are reliable for 
preparing financial statements and maintaining 
accountability for assets and that assets are safe- 


guarded against unauthorized use or disposition. 


Financial information used throughout this 
Annual Report is consistent with the financial 
statements to follow. Management believes that 
the statements presented are a fair representa- 
tion of the fiscal position of the Agency, the 
results of its operations and the changes in its 


fiscal position. 
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FINANCIAL STATEMENTS 
BALANCE SHEET AS AT MARCH 31, 1995 


ASSETS 


Current 
Accounts receivable 
Government of Canada 
Outside Parties 
Inventories, at cost and average cost (Note 3) 
Prepaid expenses 


Capital assets (Note 4) 
At cost 
Less: accumulated depreciation 


Other Capital Assets (Note 4) 
Technology Enhancement Plan Project 


LIABILITIES 


Current 
Accounts payable and accrued liabilities 
Government of Canada 
Outside Parties 
Accounts payable 
Vacation pay 
Current portion of the provision for employee termination benefits 
Deferred revenue 


Long-term 
Provision for employee termination benefits 


EQUITY OF CANADA 
Accumulated net charge against the Fund’s authority 
Accumulated surplus 


The accompanying notes are an integral part of the financial statements. 
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1995 1994 
(Restated) 

$ $ 

1935772 269 525 
77,066 19.037 
10315379 1,500,036 
05,987, 109,940 
‘sii 18 
9,965,165 8,755,046 
6c) a 
2037508 3s 
5,650,822 1,422,846 
10,658,491 6,954,817 
1995 1994 
(Restated ) 

$ $ 

1190295 2,160,700 
3423) 926 1,825,834 
373,407 3/4732 
143,730 LIG. 372 
208 8) a 
De les0s2 oc a 
2,953,536 2,699,481. 
(26,687,214) (22-99 Villa) 
29 238.8 ane 
__ 2,991,003 (511,399) 
10,658,491 6,954,817 


| NOTES TO FINANCIAL STATEMENTS 
MARCH 31, 1995 


1. Authority and Purpose 


The Passport Office Revolving Fund was established in 1969 to provide for the issuance of appropriate travel 


documents to Canadian citizens and to certain permanent residents of Canada who are unable to obtain valid 


passports from their country of origin. The Revolving Fund Act authorized the operation of the Fund. 


The Fund has a continuing non-lapsing authority from Parliament to make payments out of the Consolidated 
Revenue Fund for working capital, capital acquisitions and temporary financing of accumulated operating 
deficits, the total of which is not to exceed $4,000,000 at any time. An amount of $745,893 representing net 
assets assumed by the Fund and assets contributed to the Fund was charged to this authority when the Fund 


became budgetary in 1981. 


2. Significant Accounting Policies 


a) Inventories: The inventory of materials and supplies is carried at cost and the inventory of 


passports—in—process is valued at average cost for the year. 


b) Capital: Leasehold improvements are amortized on a straight-line basis over the term of the appropriate 
lease. Other capital is amortized from the year of acquisition on a straight-line basis over their estimated 


useful lives as follows: 


Furniture 16 years 
Electronic Data Processing (EDP) equipment 5 years 
Other equipment 10 years 


c) Other capital: Effective April 1, 1994 all expenditures associated with the Technology Enhancement Plan 
are capitalized. The project costs will be amortized on a straight line basis over 5 years starting at the 


completion of the project. 


d) Employee termination benefits: Termination benefits accrue to employees over their years of service with 
the Government of Canada, as provided for under collective agreements. The cost of these benefits is 


recorded in the accounts as the benefits accrue to the employees. 


e) Revenue from passport fees is prepaid on application and accounted for on an accrual basis. Deferred 


revenue represents fees received for which the services have not yet been provided. 


3. Inventories 1995 1994 

$ $ 

Materials and supplies 940,723 1,378,688 
Work in process PAO PN 

LOSES/9 1,500,036 
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4. Capital and Accumulated Amortization 


Balance at 


beginning 

Capital of year 
$ 

Leasehold improvements 2,419,264 
Furniture 1,429,262 
EDP Equipment 292/603 
Other Equipment 2,091,931 
8,868,260 


Balance at 


Accumulated beginning 
Amortization of year 
$ 
Leasehold improvements 1,543,369 
Furniture 520,894 
EDP Equipment 1,940,092 
Other Equipment 151375903 
5,141,918 
Balance at 
Other Capital beginning 
Assets of year 
$ 
Technology 
Enhancement 
Plan Project 0 
0 


5. Long-term Leases 


Prior year 


Balance at 


adjustments beginning of 
(Note 6) year restated Acquisitions 
$ 
(8,975) 2,410,289 450,441 
a 710) 1,403,552 207,002 
78,529) 2,849,274 350,716 
On, 2.021931 154,902 
(113,214) 8,755,046 —_—1,313,621 
Prior year Balance at 
adjustments beginning of 
(Note 6) year restated Acquisitions 
$ $ $ 
(2902) 1,540,377 576,415 
(1,607) DLO 57 99,607 
(15,706) 1,924,386 424,683 
0 [137265 186,692 
(20,305) aly Wel res Ee Veo hsae 
Prior year Balance at 
adjustments beginning of 
(Note 6) year restated Acquisitions 
$ $ $ 
1,422,846 1,422,846 4.227 ,976 
1,422,846 1,422,846 4 227,976 


Disposal 
$ 


0 
25,572 
37,528 
40,402 


~ 103,502 


Disposal 


0 
15,851 
30,899 
34,603 


Disposal 


$ 


2 
0 


81,353. 


Balance at 


end of year 


$ 


2,860,730 
1,735,542 
3,162,462 
2,206,431 
9,905,109 


Balance at 


end of year 


$ 


2,116,792 

603,043 
2,318,170 
1,289,652 
6,327,657 


Balance at 


end of year 


$ 


5,650,822 
5,650,822 


The Passport Office occupies space at twenty-nine locations under long-term leases which expire between 


March 31, 1995 and April 30, 2000. 


Accommodation expense consisted of: 


Rentals 


Services 


ToS 
$ 


3,418,141 
52,804 
3,470,945 


1994 
$ 


2,984,315 
39,988 
3,024,303 
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6. Correction of Error in Prior Period Financial Statements 


The Passport Office has omitted to report the capitalization of all costs related to the Technology Enhancement 
Plan project in the 1993-94 financial statements. The financial statements for the 1993-94 fiscal year have 
been restated accordingly. As a result, the accumulated surplus as at April 1, 1994 and the net profit for the 
year ended March 31, 1994 have been increased by $1,329,937. 


STATEMENT OF OPERATIONS 
FOR THE YEAR ENDED MARCH 31, 1995 


ASSETS 1995 1994 
(Restated) 
$ $ 

Revenue 
Fees earned 49,352,492 46,492,348 
Miscellaneous revenue 2a fan 2199? 


49,609,745 46,514,307 


Operating expenses 


Salaries and employee benefits 20,635,744 20,008,340 
Provision for employee termination benefits 488,560 389,412 
Passport materials and application forms 5,416,506 4,788,001 
Passport operations at missions abroad 4,447 460 4.447 460 
Accommodation 3,418,141 2,984,315 47 
Professional and special services 2.096.859 2,800,419 
Freight, express and cartage 612,551 1,635,741 
Amortization 1,287,396 1,118,443 
Telecommunications LISS 41h) 1,411,971 
Printing, stationery and supplies 724,155 662,227 
Travel and removal 323.2198 453,941 
Repair and maintenance PM es | 275,034 
Miscellaneous expenses 115.585 46,113 
Rentals 101,004 128,540 
Postal services and postage P2770 70,390 
Information 52,013 94,398 
Loss on disposal of capital assets 22150 a 216296 
427,891,246 41,336,001 
Net profit 6,758,499 5,178,306 
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STATEMENT OF ACCUMULATED SURPLUS 
FOR THE YEAR ENDED MARCH 31, 1995 


Balance, beginning of year 

Adjustment to previous year financial statements 
As restated 

Net profit for the year 

Balance, end of the year 


1995 


$ 


21,149,781 


15329,937 


22,479,718 


6,798,499 


29,238,217 


STATEMENT OF CHANGES IN FINANCIAL POSITION 


FOR THE YEAR ENDED MARCH 31, 1995 


Operating activities: 
Net profit for the year 
Add: Provision for termination benefits 
Amortization 
Loss on disposal of capital 


Changes in current assets and liabilities 


Changes in other assets and liabilities: 
Payments on and change in provision for employee 
termination benefits 


Net financial resources provided by operating activities 


Investing activities: 
Capital 
Purchased 
Net financial resources used by investing activities 


NET FINANCIAL RESOURCES PROVIDED (USED) 
AND CHANGE IN THE ACCUMULATED NET 
CHARGEOAGAINS OTHE POUNDS AUTHORITY 
ACCOUNT, DURING THE YEAR 


ACCUMULATED NET CHARGE AGAINST 
THE PUND’S AGTHORITY ACCOUNT, 
BEGINNING OF YEAR 


ACCUMULATED NET CHARGE AGAINST THE 
PUNDS AUTHORITY ACCOUNT END OF YEAR 


1995 


6,758,499 
488,560 
1,287,396 
We 22515() 
8,556,605 


915,594 


(234,505) 


SUSE: 


(5,541,597) 
(5,541,597) 


010 Ze 


22,991,117 


26,687,214 


1994 
(Restated) 
$ 


17,301,412 


5,178,306 


720479718 


1994 
(Restated) 
$ 


5,178,306 
389,412 
1,118,443 
21,296 


6,707,457, 


1,960,078 


(153,851) 


8,913,684 


(3,196,901 


— (3,196,901) 
) 


5,316,783 


17,074,334 


22.99 1a WZ, 


1994-1995 Annual Report 


The Passport Office finances 
its operations entirely from 
the fees charged for passports 
and other travel documents 
and must generate sufficient 


revenues to meet expenditures. 
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APPENDIX A: 
ADVISORY BOARD 


Philippe Kirsch, Q.C. 
(Chair) 

Legal Adviser 

Legal and Consular Affairs Branch 


Foreign Affairs and International Trade 


Peter Harder 
Deputy Minister 
Citizenship and Immigration Canada 


William L. Clarke 


Assistant Deputy Minister 


Corporate Services 


| Foreign Affairs and International Trade 


Paul Thibault 


Assistant Secretary 
Government Operations, 
Foreign, Defence and Immigration Sector 


Program Branch, Treasury Board Secretariat 


Allister Paterson 
Vice—President 

Sales, North America 

Canadian Airlines International Ltd. 


William H. (Bill) Maguire 
President 


Maguire Travel Services Limited 


Robert J. MacPhee 

Chief Executive Officer 

Passport Office 

Foreign Affairs and International Trade 


Hans von Donhoff 

(Secretary) 

Director, Strategic Planning 

Passport Office 

Foreign Affairs and International Trade 
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EASTERN OPERATIONS 


FREDERIGTON 
Suite 470 

Fredericton Square 

77 Westmorland Street 


Fredericton, New Brunswick 


HALIFAX 

Suite 801 

CIBC Building 

1809 Barrington Street 
Halifax, Nova Scotia 


JONQUIERE 

Suite 302, Place Saint—Michel 
3885 Harvey Boulevard 
Jonquicre, Quebec 


AVAL 

Suite 300 

2550 Daniel-Johnson Boulevard 
Laval, Quebec 


MONTREAL 

Suite 215, West Tower 
Complexe Guy—Favreau 

200 René-Lévesque Blvd. West 
Montréal, Quebec 


SAINTE-FOY 

Suite 2410, 4th Floor 

Belle Cour Tower, Place de la Cité 
2600 Laurier Boulevard 
Sainte-Foy, Quebec 


SAINT-LAURENT 
Suite 112 

3300 chemin Cote Vertu 
Saint-Laurent, Quebec 


Sl JOHNS 

Site 702, ID" Place 

140 Water Street 

St. John’s, Newfoundland 


ONTARIO OPERATIONS 


BRAMPTON 

Suite 305 

Brampton Civic Centre 
150 Central Park Drive 
Brampton, Ontario 


HAMILTON 

Suite 330 

Standard Life Building 
120 King Street West 
Hamilton, Ontario 


KITCHENER 

5th Floor 

Canada Irist Centre 
55 King Street West 
Kitchener, Ontario 


LONDON 

Suite 803 

Government of Canada Bldg. 
451 Talbot Street 

London, Ontario 


NORTH YORK 
Suite 42] 

Royal Bank Building 
5001 Yonge Street 
North York, Ontario 


ST. CATHARINES 
6th Floor 

Landmark Building 

43 Church Street 

St. Catharines, Ontario 


SCARBOROUGH 
Suite 828 

200 Town Centre Court 
Scarborough, Ontario 


THUNDER BAY 

Suite 406, Royal Insurance Building 
28 Cumberland Street N. 

Thunder Bay, Ontario 
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TORONTO 

Suite 1100 

First Century Tower 
438 University Avenue 
Toronto, Ontario 


WINDSOR 


Suite 504, Canadian Imperial Bank of 


Commerce Building 
100 Ouellette Avenue 
Windsor, Ontario 


WESTERN OPERATIONS 


GAUGARY 

Suite 440 

First Street Plaza 

138 — 4th Avenue S.E. 
Calgary, Alberta 


EDMONTON 

Suite 1630 

Canada Place Building 
9700 Jasper Avenue 
Edmonton, Alberta 


REGINA 
Suite 502 
1867 Hamilton Street 
Regina, Saskatchewan 


SASKATOON 
Suite 605, Federal Building 
101 — 22nd Street East 


Saskatoon, Saskatchewan 


SURREY 

Suite 405 

Guildford Landmark Building 
15127 — 100th Avenue 
Surrey, British Columbia 


VANCOUVER 

Suite 240 

Sinclair Centre 

757 Hastings Street W. 
Vancouver, British Columbia 


VICTORIA 

Suite 228, Customs House 
816 Government Street 
Victoria, British Columbia 


WINNIPEG 

Suite 910 

200 Graham Avenue 
Winnipeg, Manitoba 


CENTRAL OPERATIONS 


EVEL 

Place du-Gentre 

Level 2 

200 Promenade du Portage 
Hull, Quebec 


OTTAWA 

Level C-—3, East Tower 
C.D. Howe Building 
240 Sparks Street 
Ottawa, Ontario 


MAIL-IN SERVICE 


OTTAWA 

The Passport Office 

Department of Foreign Affairs and 
International Trade 

Ottawa, Canada 

NA 0G3 


CERTIFICATE OF IDENTITY 


Place du Centre 

Level 2 

200 Promenade du Portage 
Hull, Quebec 


OFFICIAL TRAVEL 


Place du Centre 

Level 2 

200 Promenade du Portage 
Hull, Quebec 
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— PASSPORT 


OFFICE ANNUAL REPORT 95.96 


The year 1995-96 was a year full of preparations for change. The most significant change is the increasing move 
towards the use of technology to become a more efficient and effective organization. Early in the year, we moved to 
the Windows environment as part of our office automation and in preparation for the implementation of the 
Technology Enhancement Plan and the new OSCAR system. As important an impact of technology has had on our 
services and how we provide them, it has an equally important impact on our people. The introduction of new soft- 
ware and technology, for many, can be stressful and disruptive. For this reason, we developed a Transitional Human 


Resources Plan to mitigate the effects of rapid technological change. 


This increased use of technology will enhance service to Passport Office clients in two important ways. First, OSCAR 
will increase the efficiency of the passport issuance process by improving information capture, storage and retrieval 
while also increasing the security of the document. Second, OSCAR also allows for the possibility of an entirely new 
travel document — the Passport Card. The card is an electronic form of the passport that will enable Canada to par- 
ticipate in a joint border system with the United States. This cooperation will allow for rapid access to the two coun- 


tries for frequent, low-risk travellers. The joint border system was recently piloted in Vancouver with successful results. 


A national client satisfaction survey conducted this year showed that Canadians are generally very satisfied with the 


Passport Office's performance. We are pleased with such positive feedback and we will continue to build on our suc- 


cess by focussing on meeting client needs in an affordable and secure manner. 


This year saw an unprecedented increase in the demand for passports. In fact, demand soared by more than 130% in 


the Montreal area for the month of October. Our staff reacted remarkably. They relocated from other offices and even 


established temporary locations to handle the extra workload. It was a tremendous example of dedication and team- 


work and it was very much appreciated by management and clients alike. 


I would also like to take this opportunity to thank our outgoing Chief Executive Officer, Mr. Robert MacPhee, for his 


five years of dedicated service to the organization and wish him well in his new career in the private sector. He took 


pains to emphasize to me the impressive competence of Passport Office staff, and their dedications to the principles 


and practices of client service delivery. This report is impressive evidence of their success. 


MICHAEL HUTTON - CEO 


If you require additional copies of the 


1995-96 Annual Report, please contact: 


Written Communication Services 

Passport Oftice 

The Department of Foreign Affairs and 
International Trade 

Ottawa, Ontario 


K1A 0G3 


Tel: (819) 953-4283 


Fax: (819) 953-5856 


Design: Victory 
© Public Works and Government Services Canada 
CAT. No. E77-96 


ISBN; 0-662-62590-0 


PASSPORT 


OFFICE ANNUAL REPORT 95.96 


avg Passport Bureau des . Canada 


Office passeports 


An agency of the Department of 
Foreign Affairs and International Trade 


f= 


Ion 


CORPORATE PHILOSOPHY 


MESSAGE FROM THE CEO 


POINT B - SERVING THE TRAVEL NEEDS OF CANADIANS 


POINT C - THE YEAR IN REVIEW 


POINT D - BUILDING THE FUTURE 


POINT E - FINANCIAL PERFORMANCE 


APPENDIX A 


OUR VALUES 
QUALITY SERVICE 


We provide quality service that meets or exceeds 


the expectations of the Canadian public. 


QUALITY PEOPLE 


We are committed to recruiting and training 


quality people. 


INTEGRITY 


We provide travel documents that enjoy high interna- 


tional reputation and respect. 


SECURITY 


We continuously focus on the security of the travel 


document and its production process. 


COST EFFECTIVENESS 


We deliver travel documents to the Canadian public 


with the highest regard for cost effectiveness. 


EFFICIENCY 


We focus on efficiency and sound management in 


the provision of our services. 


RESEARCH & DEVELOPMENT 


We invest time, effort and resources in research to develop 


the product and the production process technology. 


RECOGNITION OF ACHIEVEMENT 


We encourage and recognize high standards 


of achievement in our employees. 


SERVICE STANDARDS 


PRICE 
The passport fee recovers costs and all travel docu- 
ments are produced with the highest regard for cost 


effectiveness. 


WAITING TIME 
The average waiting time for service is 20 minutes. 
According to recent data, 85 per cent of all clients are 


served within 20 minutes. 


TURNAROUND TIME 
The average time to process an application submitted 
by mail is ten working days; five working days if sub- 


mitted in person. 


NUMBER OF TRIPS TO THE PASSPORT OFFICE 
Canadians applying for a passport in person generally 
make two trips to the Passport Office; one to submit 


an application, and the other to pick up the passport. 


EXAMINATION TIME 


The average time to examine an application is five 


minutes if all application requirements are met. 


AVAILABILITY 

The standard is to serve 85 per cent of our clients in 
person. There are 31 points of service, including 28 
issuing offices, Certificate of Identity, Official Travel 
and mail-in services. In the recent past, only about 15 
per cent of all applications processed in Canada were 


submitted by mail. 


CONVENIENCE 
All Passport Offices are to be located in areas where 
parking is available and in buildings that are accessible 


to persons with a disability. 


HOURS OF SERVICE 
The minimum daily number of hours of service to the 
public is 7.5. Some issuing offices remain open to the 


public up to 9.5 hours. 


SECURITY OF DOCUMENT 

All travel documents issued by the Passport Office 
conform to or exceed international security norms and 
all employees of the Passport Office have security 


clearance at the appropriate level. 


CONFORMITY WITH INTERNATIONAL STANDARDS 

All travel documents issued by the Passport Office 
conform to or exceed international specifications con- 
cerning the format and issuance of international travel 


documents. 


SERVICEABILITY 

In Canada the Passport Office provides emergency ser- 
vices after office hours, on weekends and on statutory 
holidays.When a passport is lost abroad, an emergency 


passport is issued. 


PROTECTION OF PERSONAL INFORMATION 


All personal information concerning applicants is protected. 


PERFORMANCE OF DOCUMENT 
All travel documents issued by the Passport Office are 


internationally respected. 


RESPONSIVENESS OF EXAMINERS 


Examiners are empowered to resolve complex issues at 


the time of examination. 


COMPETENCE OF EXAMINERS 


Examiners meet the professional and security require- 


ments set by the Passport Office. 


RECOGNITION OF EMPLOYEE SERVICE 


Superior employee service is recognized and rewarded. 


COMMUNICATION WITH THE PUBLIC 

The Passport Office offers bilingual services in desig- 
nated regions as well as TTD/TTY services for deaf 
people. Applications are also available in Braille and in 
a digitalized format for persons with a visual impair- 
ment. The Passport Office provides a web site and a 
toll-free number information service 24 hours a day, 
seven days a week. Service representatives are available 
Monday through Friday during normal working hours 
in all time zones. The CEO responds to all written cor- 


respondence from the public within 30 working days. 


SERVICE TO THE PUBLIC 
All employees of the Passport Office dealing with 
the public provide courteous, helpful, kind and 


empathetic service. 
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FROM THE CHIEF EXECUTIVE OFFICER 


The year 1995-96 was a year full of preparations for change. The most significant change is the increasing move 
towards the use of technology to become a more efficient and effective organization. Early in the year, we moved to 
the Windows environment as part of our office automation and in preparation for the implementation of the 
Technology Enhancement Plan and the new OSCAR system. As important an impact as technology has had on our 
services and how we provide them, it has an equally important impact on our people. The introduction of new soft- 
ware and technology, for many, can be stressful and disruptive. For this reason, we developed an Transitional Human 


Resources Plan to mitigate the effects of rapid technological change. 


This increased use of technology will enhance service to Passport Office clients in two important ways. First, OSCAR 
will increase the efficiency of the passport issuance process by improving information capture, storage and retrieval 
while also increasing the security of the document—the Passport Card. The card is an electronic form of the passport 
that will enable Canada to participate in a joint border system with the United States. This cooperation will allow for 
rapid access to the two countries for frequent, low-risk travellers. The joint border system was recently piloted in 


Vancouver with successful results. 


A national client satisfaction survey conducted this year showed that Canadians are generally very satistied with the 


Passport Office's performance. We are pleased with such positive feedback and we will continue to build on our suc- 


cess by focussing on meeting client needs in an affordable and secure manner. 


This year saw an unprecedented increase in the demand for passports. In fact, demand soared by over 130 per cent in 


the Montreal area for the month of October. Our staff reacted remarkably. They relocated from other offices and even 


established temporary locations to handle the extra workload. It was a tremendous example of dedication and team- 


work and it was very much appreciated by management and clients alike. 


| would also like to take this opportunity to thank.our outgoing Chief Executive Officer, Mr. Robert MacPhee, for his 


five years of dedicated service to the organization and wish him well in his new career in the private sector. He took 


pains to emphasize to me the impressive competence of Passport Office staff, and their dedication to the principles 


and practices of client service delivery. This report is impressive evidence of their success. 


MICHAEL HUTTON - CEO 


ERVING THE TRAVEL 


ic 


Canadians planning to travel abroad will likely require a valid passport or a travel document to enter 


a foreign country. When they do, they can rely on the services of one of the federal government's most 


accessible agencies —the Passport Office. The service the Office most commonly performs is issuing 


regular passports, but it also meets the needs of its clients by producing diplomatic, special and emer- 


gency passports, certificates of identity and refugee travel documents. 


“iTS QUEST FOR EXC 


THE PASSPORT OFFICE HAS ESTABLISHED CLOSE TIES WITH OTHER 
CANADIAN GOVERNMENT DEPARTMENTS AND AGENCIES.” 


THE TRAVEL NEEDS OF CANADIANS 


The Passport Office enjoys an excellent international reputation for the integrity of both the documents it issues 
and the issuing process itself. Here at home, client surveys and other data show that Canadians greatly appreciate 
the fast, dependable, courteous service they receive from their Passport Office. To maintain this reputation, the 
Office constantly searches for new ways of doing business through technological and client service improvements. 
In its quest for excellence, the Passport Office has established close ties with other Canadian government departments 
and agencies. These alliances allow the Office to improve its service to the Canadian public and at the same time 
enhance the security and cost-effectiveness of its operations. 

The mandate under which the Passport Office operates is derived from the Canadian Passport Order. Under this order, 
the Office is charged with the issuing, revoking, withholding, recovery and use of passports. 

Another responsibility is to deliver guidance to missions abroad, which are sometimes called upon to provide pass- 
ports to Canadians who are out of the country. The Passport Office also offers travel services to officials and elected 
representatives travelling on business on behalf of the Government of Canada or provincial or territorial governments. 


In addition, it responds to international requests for advice on the effective and efficient delivery of a secure passport. 


“THE OFFICE IS COMMITTED TO PRODUCING TRAVEL DOCUMENTS with the 
HIGHEST REGARD FOR COST EFFECTIVENESS WHILE ENHANCING ITS QUALITY OF SERVICE” 


MISSION 


The Passport Office has a clear mission—to provide the Canadian public with internationally respected travel 
documents. The documents are recognized by multilateral treaties and have a worldwide reputation for their 
authenticity and the integrity of the issuing process. 

The mission statement expresses the basic purpose of the Agency and acts as a basis for developing the long-term 
strategy, including identification of potential markets and product lines. The broad nature of the mission state- 
ment enables the organization to adapt to changing circumstances. The mission statement has been reproduced 
as a poster, reprinted in all corporate documents and communicated to all employees. As a result, all employees 
are aware of the mission and are evaluated on the basis of how well they contribute to it. 

The Passport Office is a highly motivated service-oriented organization that achieves excellence while operating 
in a fiscally responsible manner. The Office is committed to producing travel documents with the highest regard 
for cost effectiveness while enhancing its quality of service, according to defined service standards and maintain- 
ing the security of the travel documents it issues. 

The greatest asset of the Passport Office is its staff. They have been encouraged to take the initiative to resolve 
complex issues and to accommodate the travelling public in every reasonable way. The organization recognizes 


and awards outstanding service. 


SPECIAL OPERATING AGENCY STATUS 

In 1990, the Passport Office underwent a major transformation — it became a Special Operating Agency, one of the 
first five Special Operating Agencies set up by the Government of Canada to improve services to Canadians. As a 
Special Operating Agency, the Office places great emphasis on the use of sound business practices in the delivery of 
its services. While the Office operates like a private sector enterprise, it is a government institution, an agency of the 
Department of Foreign Affairs and International Trade. 

The Passport Office finances its operations entirely from the fees charged for passports and other travel documents and 
must generate sufficient revenues to meet expenditures. The Office operates under a revolving fund which is a non-laps- 
ing authority from Parliament to make payments for operational expenditures, capital acquisitions and temporary finan- 
cing of deficits up to $4 million. The fund is authorized to carry forward surplus revenue to offset future shortfall. To date, 
the accumulated surplus stands at $32.4 million. 

Asa Special Operating Agency, the Passport Office has greater management flexibility to achieve results than it would 
as part of a government department. In exchange for its increased autonomy, the Office is accountable for meeting 


high performance standards. 


To reinforce the business-like nature of its operations, the Passport Office has an advisory board with membership 


drawn from other federal departments as well as the private sector. In the past, the role of the Board was to provide 


strategic advice to the Passport Office and to review and recommend for approval by the Chief Executive Officer and 


the Deputy Minister the corporate documents of the Agency. We are currently re-evaluating the terms of reference 


of the Advisory Board in order to better incorporate business-like practices and address stakeholders interests. During 


this period of re-evaluation, the Board has suspended its meetings. Normally, the Board meets twice a year and con- 


sists of seven members including representatives from the Department of Foreign Affairs and International Trade, 


other government departments and agencies, other Special Operating Agencies and the airline and travel industry. 


The Passport Office publishes four major corporate documents: the Framework Document, the Strategic Plan, the 


Business Plan and the Annual Report. These documents are essential management tools used in the development and 


implementation of the long-term strategies and the short-term business objectives of the Office and in the evaluation 


of its performance. 


The Framework Document is the Charter of the Agency and sets out the responsibility and accountability frame- 


work of the Office. It is revised every three years to reflect developments. The current Framework Document was 


last revised in 1994. 


The Strategic Plan outlines the long-term objectives and strategies of the Office. The current Plan, completed in 


1992-93, charts the direction of the Passport Office until the end of the 1996-97 fiscal year. 


The Business Plan identifies the Office's business goals and objectives for the next fiscal year, outlines the strate- 


gies for achieving them and forecasts required resources. 


The Agency's Annual Report evaluates its major activities and accounts for its financial performance in the 


preceding fiscal year. 


“IN 1990, THE PASSPORT OFFICE UNDERWENT 


A MAJOR TRANSFORMATION 


IT BECAME A SPECIAL OPERATING AGENCY, ONE OF THE FIRST FIVE : 
SPECIAL OPERATING AGENCIES SET UP BY THE GOVERNMENT OF CANADA... 


TO EMPOWER ITS EMPLO 


ESPECIALLY EXAMINERS, TO ENABLE THEM TO RESOLVE COMPLEX 
ISSUES WHEN DEALING WITH CLIENTS.” 


ORGANIZATION 


Since becoming A Special Operating Agency, the Passport Office has paid closer attention to its organizational structure. 
When necessary, it has shifted responsibilities and reorganized itself to better reflect the business philosophy and corpo- 
rate culture of the Agency. In doing so, the Agency has moved to empower its employees, especially examiners, to enable 
them to resolve complex issues when dealing with clients. 

The Passport Office is headed by a chief executive officer who is accountable to the Deputy Minister of DFAIT for the 
Passport Office's operations and results. The CEO and the Agency's directors form the Executive Committee. This 
Committee is responsible for all policy and operational decisions of the Office. 

The Passport Office is made up of the following functional and operational divisions: Corporate Secretariat; Management 
Services and Technology Enhancement Project; Human Resources Services; Finance and Administration; Security, Policy 
and Entitlement; Western Operations; Ontario Operations; Central Operations, and Eastern Operations. 

The Passport Office is client-oriented and provides services directly to the Canadian public. Its organizational struc- 
ture reflects this orientation. 

The Passport Office operates 31 points of service, including 28 issuing offices located throughout the country and a 
centralized mail-in service, Certificate of Identity service and Official Travel service (see Appendix A). The Office 


employs 397 indeterminate employees and 118 determinate employees. 


“THE FOLLOWING GRAPHIC ILLUSTRATES THE RELATIONSHIP 
AMONG THE VARIOUS PARTS OF THE ORGANIZATION AND REFLECTS THE 


ASSPORT OFFICE'S COMMITMENT TO QUALITY OF SERVICE. 


THE CLIENT Is AT THE CORE OF THE PASSPORT OFFICE ACTIVITIES.” 


Gyog yyos\®® 


CLIENTS COME FIRST 


[t is not unusual for Canadians to spend many weeks planning a trip abroad. But few will likely give much thought 
to the one thing above all others they must usually have to enter a foreign country —a valid passport. They do, how- 
ever, know what they want —a fast, effective service and a very affordable passport. Over the years the Passport 
Office has worked diligently to meet the expectations of the travelling public. 

To personalize its service, the Passport Office has carefully selected the locations of its 31 points of service. Because 
offices are located in urban areas, the Agency can serve 85 per cent of its clients in person. The average turnaround 
time to process an application is five working days if submitted in person, ten working days if submitted by mail. 
Care is taken to ensure that offices are near parking areas and in buildings that are accessible to persons with a dis- 
ability. Service is available in both English and French in designated bilingual areas and arrangements can be made 
to communicate with persons with a visual impairment and with persons who are deaf. 


Emergency services are available after normal office hours, on weekends and on statutory holidays. 


TRAVEL DOCUMENTS 

The Passport Office issues about 1.3 million travel documents annually. To meet the varied travel requirements of its clients, 
the Office is authorized to issue seven different types of travel documents. 

The one familiar to most Canadians is the blue 24-page passport. It is issued to Canadian citizens and is used for occasional 
travel, such as vacations and business trips. It accounts for 98 per cent of all travel documents issued. The passport is valid for 
five years and is non-renewable. Children under 16 may be added to a parent's passport or they may have their own. 

The 48-page passport is the same as the 24-page passport, but has extra pages to make it more convenient for frequent travellers, 
such as business people. 

In addition to these documents, the Passport Office issues maroon-coloured Diplomatic Passports to Canadian diplomats, 
top-ranking government officials, diplomatic couriers and private citizens nominated as official delegates to diplomatic 
international conferences. 

The Office also issues green-coloured Special Passports to people representing the Canadian government on official business. 
These include members of the Privy Council who are not members of the Cabinet, Members of Parliament, provincial Cabinet 
members, public servants and private citizens nominated to conferences that are not diplomatic in nature. 

Diplomatic or Special Passports may be provided to the families of officials if they are also travelling at public expense. The 
Minister of Foreign Affairs and International Trade determines eligibility. Diplomatic and Special passports are valid for five 
years, but entitlement to them ends on the date of the termination of the official status of the bearer or on the date of the ter- 
mination of the official duty. When the entitlement ceases, the passport document must be returned to the Passport Office. 
Canadians stranded abroad may be issued emergency passports by Canadian diplomatic and consular missions on behalf of 
the Passport Office. 

Refugee Travel Documents are issued to persons who have been determined by Citizenship and Immigration Canada to be refugees 
under the 1951 United Nations Convention on the Status of Refugees and are legally landed (or on a Minister's permit pending 
landing) in Canada. Refugee Travel Documents are endorsed for travel to all countries, except the holder's country of origin. They 
are valid for two years but may be extended for an additional period of one or two years to a maximum of five years. 

Certificates of Identity are issued to non-Canadians legally landed who are stateless or unable to obtain a travel document from 
their country of origin and have resided in Canada for less than three years. The Certificate of Identity is endorsed for travel to 
countries specified in the document and valid for not less than one year or more than two years, with one-year extension periods 


up to a maximum of three years. 


FUTURE PRODUCTS 


The Passport Office is a leader in producing machine-readable documents which can be used by Immigration Officers to quickly 
process travellers. Interest in this technology began in the early 1970s. A surge in international travel meant that air terminals were 
flooded with travellers trying to pass through immigration and customs. In the future, processing of travellers will be further sim- 
plified by emerging technologies. 

The Passport Office is constantly looking for new technologies to improve its service to clients. It has made significant progress 
in implementing the Technology Enhancement Plan which is designed to use modern technologies in issuing Canadian travel 
documents. Key staff members are involved with private contractors in developing the new technological system. 

The Office is also studying the feasibility of introducing a wallet-sized passport card. Its purpose is to facilitate movement across 


international borders. The primary beneficiaries of the card will be frequent travellers to and from the United States. 


“THE PASSPORT OFFICE 1S CONSTANTLY LOOKING For 


NEW TECHNOLOGIES 


TO IMPROVE ITS SERVICE TO CLIENTS. t1 HAS MADE SIGNIFICANT PROGRESS 
IN IMPLEMENTING THE TECHNOLOGY ENHANCEMENT PLAN...” 


“TODAY IT 


MORE IMPORTANT 


THAN EVER BEFORE TO PROVIDE SERVICE AS 
EFFICIENTLY, EFFECTIVELY AND ECONOMICALLY AS POSSIBLE.” 


THE CHALLENGE 


In carrying out its mandate, the Passport Office must constantly balance the variables of quality of service, security and cost. 
Client service lies at the core of the corporate philosophy of the Passport Office. Today it is more important than ever 
before to provide service as efficiently, effectively and economically as possible. 

The organization recognizes that its employees are its most important asset in serving the public. To this end, the Office has 
taken a number of steps to develop a highly motivated workforce. Employees have been encouraged to take the initiative in 
dealing with complicated issues. The Office has rewarded those who consistently perform their duties at a high-level. It has 
also provided employees with the tools they need to do the job. Work areas have been improved, training courses offered 
and the latest in information technology is being introduced throughout the organization. 

In recent years, the Passport Office has enhanced its management techniques by focusing on strategic management. 
Strategic management provides long-term strategic direction, determines the appropriate use of resources, sets stan- 


dards, and evaluates client and employee feedback. 


“IN CARRYING OUT ITS MANDATE, THE PASSPORT OFFICE MUST 
CONSTANTLY BALANCE THE VARIABLES oF 


QUALITY OF SERVICE, SECURITY AND COST.” 


Enhanced security measures, often incorporating sophisticated technology, are being applied across the organiza- 
tion to provide for an even more secure passport in the future. High standards must be constantly maintained to 
preserve the international reputation of the Canadian travel document. The integrity of the system that produces 
this passport can never be put at risk. 

In an era of financial restraint, the Agency must also employ sound management practices. Production costs must 
be constantly monitored but must not be cut at the expense of quality of service and security standards. To find an 


effective balance is the challenge the Passport Office faces in the day-to-day carrying out of its duties. 
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During the last fiscal year, the Passport Office made significant progress in improving the efficiency and effective- 


ness of its organization, the strength of its workforce and the quality of its service to the Canadian travelling public. 


In so doing the Office maintained the international reputation it has earned over many years. 


The Passport Office set out to deliver its mandate through a number of specific objectives identified in the 1995-96 


Business Plan. Actions taken to achieve the various objectives are summarized in this chapter. 


OBJECTIVES 

In consultation with Revenue Canada and Citizenship 
and Immigration Canada, the Passport Office investi- 
gated the feasibility of a machine-readable, wallet- 
sized passport card for Canadians. Such a card would 
take advantage of new technologies to facilitate travel 
between Canada and the US while offering the same 
high level of security as the passport. During the past 
fiscal year, the Passport Office commissioned a market 
survey to test public interest in the proposed card. The 
survey showed that there is indeed public demand for 
this new product. 

In the interests of maintaining the highest standards 
of client service, the Passport Office undertook a 
client satisfaction survey of recent passport applicants 
across Canada. The findings were highly positive, 
revealing that Canadians are generally very satisfied with 
the Passport Office's performance. The survey data will 


be used to fine tune service delivery even further. 


HIGHLIGHTS 


OF THE CLIENT SATISFACTION SURVEY 


In general, in-person clients rate highly the quality of service 
provided by Passport Office service staff with regards to 
courteousness, promptness, knowledge of service staff, as 


well as their understanding to their specific needs. 


Most in-person clients reported being satisfied with the 
amount of time they were required to wait for service while 
most mail clients were also generally happy with the time 


they had to wait to receive their passports. 


In general, the majority of clients consider the location of 


Passport Offices and the hours of operation as convenient. 


Over the past year, the Passport Office began a review 
of its five-year Strategic Plan (1992-93 to 1996-97) to 
realign it with developments in the government and busi- 
ness environment. Part of the review was accomplished 
through extensive market research conducted by a private 
consulting firm. The research report confirms that the 
Passport Office has achieved many of its service improve- 
ment objectives, but recommends moving towards a more 
market-driven approach to planning. The report will pro- 
vide data for the next long-term plan to be developed in 
the coming year. 

In the area of human resources, the Passport Office 
met its objective of reviewing and revising policies and 
procedures to align them with the Office's strategic 
direction and objectives. Progress was made in all the key 
areas of human resources management. 

In addition, the Passport Office began development of 
a transitional human resources management plan. This 


plan is designed to mitigate the impact of rapid change 


Furthermore, clients are generally satisfied with the cur- 


rent list of qualified guarantors. 


There is a very low awareness that the $60 passport fee 
includes a $25 consulate fee and that PPT is totally funded 
by the $35 processing fee charged for the passport. 
However, once told that the processing fee is $35, an over- 


whelming majority say this is a fair price. 


A 48-hour express mail delivery service, at a cost of $30 
in addition to the $60 fee is considered a good idea. 


However, interest drops as the price increases. 


on Passport Office employees anticipated through the 
introduction of new technology. Issues to be addressed 
include retraining, staffing, classification, official lan- 
guages strategy, employment equity and employee assis- 
tance provisions during the period of transition. 

The past year saw continued implementation of the 
five-year audit plan drawn up in 1992-93 to ensure effec- 
tive internal controls and administrative processes. This 
year's audit encompassed evaluations of activities in 
regional offices and as well as in corporate divisions. 

The Security and Foreign Operations Division was 
restructured to enable it to better support technological 
change in Passport Office operations. The division is 
now called Security, Policy and Entitlement and 
includes an advisory group on secure documents. This 
group will review the process of manufacturing 
Canadian passports and will be involved in developing 
the next generation of products. 

The Passport Office set out to develop andimplement 
new automated systems to improve the working life of 
employees, the quality of service and the security of our 
systems. Achievements over the year included the intro- 
duction of Windows and PerfectOffice software 
throughout the organization. 

Work continued apace on the Technology Enhance- 
ment Plan launched in 1993 to usher ina new era of travel 
document production and services based on state-of- 
the-art information technology. The plan encompasses 


four phases: 


definition of project and user requirements 


i) 


research and development of alternative solutions 

3 pilot installation and evaluation 

4 full operational implementation 

The first two phases were completed by the end of 


fiscal year 1994-95. Phase III, accomplished during 


1995-96, included identifying the final architecture 
requirements and equipment specifications for the var- 
ious new systems, testing systems and drafting a strat- 
egy for full implementation. 

A major objective for the year was to improve quality 
of service through the following initiatives: 

1) The Passport Office studied the feasibility of the use 
of debit and credit cards instead of cash for services pro- 
vided to the public. The findings were positive and led to 
the next step—a plan to implement such cards in pilot sites. 

2) The Passport Office investigated ways to improve 
efficiency through greater sharing of resources and coor- 
dination of activities among other government depart- 
ments involved in issuing identity or travel documents. The 
CANPASS pilot at Vancouver International Airport is a 
good demonstration of three federal departments /agen- 
cies working together to improve service to the public. 

3) Finally, the Office continued to work and support the 


training of consular staff involved in passport production. 


PERFORMANCE INDICATORS 
To measure its success, the Passport Office uses the 
following indicators of efficiency: volume, productivity, 


revenue and expenditures. 


VOLUME 

In 1995-96, the Passport Office issued a total of 
1,505,417 travel documents, a gain of 7.8 per cent over 
last year and the third consecutive annual increase of 
more than 5 per cent. 

This performance was 14.21 percent higher than fore- 
cast. In fact, the 1995-96 Business Plan had predicted a 5.6 
per cent decline because of a new fee for consular ser- 
vices —it was expected to have a dampening effect on pass- 
port demand. So far, the opposite appears to have 
happened. Many people rushed to obtain travel docu- 


ments before the rumoured new fee could be implemented. 


Two other factors contributed to the rise in business 
volume. One was the increase in the number of 
Canadians travelling outside the country: 5.8 per cent 
more Canadians went overseas during 1995-96 than in 
the previous year, and 7.4 per cent more travelled to the 
United States for more than one night. The Open Skies 
Agreement between Canada and the U.S. boosted 
transborder air services resulting in more and more 
Canadians choosing to travel by air to the US. This in 
turn boosted demand for Passport Office services since 
Canadians have been encouraged to carry passports 
when travelling to the US. 

A second factor affecting demand was the referendum 
in Quebec in October 1995. Passport Office sites in the 
province of Quebec, particularly those in the Montreal 
area, saw demand for Canadian passports soar by 130 per 
cent in the month leading up to the referendum. 

Canadians are now more likely than ever before to hold 
passports. The data show that 22.6 per cent of Canadians 
currently have a passport compared with 18.6 per cent in 
1990. The proportion of passport holders in the popula- 
tion has been rising steadily since 1982. 

Of the 1,505,417 travel documentsissued this year, 95.9 
per cent were issued in Canada and 4.1 per cent abroad. 
This was in keeping with the Business Plan forecast. 
PRODUCTIVITY 

Historically, the productivity rate has been the most 
important efficiency indicator within the Passport 
Office. Each year the Office establishes productivity 
targets for the Agency as a whole and for each opera- 
tional division. Both the Executive Committee and the 
Advisory Board approve these targets. 

Senior management uses productivity targets to allo- 
cate resources, monitor efficiency and develop short- 


term and long-term objectives. 


The productivity rate is defined as the number of travel 
documents issued per person-year. There are two varia- 
tions of the rate: the first takes into account overhead and 
the second includes operations personnel only. 

The productivity rate is influenced by the seasonal 
fluctuations in demand for passports. As most travel 
occurs in the last quarter of the fiscal year, more staff are 
required at that time to process applications. 

In the 1995-96 fiscal year, the Passport Office pro- 
duced 2,921 travel documents per person—year, an 
increase in productivity of 8.9 per cent over last year. 
This was the third year in a row that the Agency expe- 
rienced a productivity gain. The rise in productivity 
coincided with a growth in demand of 7.8 per cent for 
Passport Office services. 

The higher productivity was partly due to the rise in 
business volume but also to the prudent use of human 
resources. This was best demonstrated in the response to 
the rush for Canadian passports during the Quebec refer- 
endum. Staff were redeployed where needed and applica- 
tions were screened to speed up interviews with examiners. 
These and other measures resulted in a productivity gain of 
30.3 per cent over the same period last year. 

Productivity gains by region were: 4.3 per cent for 
Eastern Operations, 3.7 percent for Ontario Operations, 
12.8 per cent for Western Operations and 10.8 per cent 
for Central Operations. 

The Passport Office achieved its five-day service 
standard (five working days to process an application 
submitted in person) in 96.6 per cent of cases. The ten 
working day standard for mail submissions was reached 
63 per cent of the time. This rate was achieved despite 
delays caused by two extraordinary events: the Quebec 
referendum and the implementation of the new consular 


fee. In the days leading up to the referendum in Quebec, 


employees from the National Capital Region were sent 
to the Montreal area to help those offices deal with the 
130 percent increase in demand for passports. After the 
implementation of the new consular fee, the Passport 
Office was required to contact all passport applicants 
who submitted their application through the mail after 
November 8, 1995 to inform them of the change. Due 
to these two events, 3.4 per cent of all in-person service 
was not delivered within the five-day standard. Thirty- 
seven per cent of applications submitted by mail were 
also delayed. 
REVENUES 

In 1995-96, revenue reached $53.1 million, an 
increase of $3.5 million (7.1 per cent) over the previous 
year. The increased revenue was due to a 7.8 per cent 


increase in volume. 


EXPENDITURES 

Total expenditures for the year were $44.1 million, $9 
million lower than revenues for the year. The expendi- 
tures increased by $1.3 million or 3 per cent over the 
1994-95 fiscal year. The 3 per cent increase in operating 
costs canalso be attributed to the increase in volume. Of 
the total expenditures, salaries and employee benefits 
accounted for 49 per cent, capital expenses for 3 per 


cent, and operations expenditures for 48 per cent. 


THE FOLLOWING SECTIONS HIGHLIGHT AND ACKNOWLEDGE 


THE IMPORTANCE OF EACH OF THE REGIONAL OFFICES 


AND THE FUNCTIONAL GROUPS SUPPORTING THEM. oy 


EASTERN OPERATIONS 


Eastern Operations is responsible for issuing travel 
documents in Quebec and the four Atlantic provinces. 
Passport applicants receive personalized service from 
sites in St. John's, Halifax, Fredericton, Jonquiére, 
Sainte-Foy, Laval, Saint-Laurent and Montreal. In addi- 
tion, clients throughout the region can obtain informa- 
tion via a call-in centre in Montreal. 

During 1995-96, the region issued 328,857 pass- 
ports, a productivity gain of 4.3 per cent over the pre- 
vious year and a rise of four per cent compared to the 
Business Plan forecast. 

The main event of the year was the dramatic leap in 
passport applications during the weeks leading up to the 
October referendum in Quebec. The number of appli- 
cations during this period increased more than two-fold, 
with Montreal area offices bearing the brunt of the 
demand. The region immediately took measures to 
handle the influx while maintaining service standards. It 
redeployed staff to help out where needed, temporarily 
enlarged the Saint-Laurent site and added two extra sites 
(also temporary) to enable the Montreal office to deal 
with its overflow. 

These measures could be quickly implemented because 
of the Passport Office's status as a Special Operating 
Agency. The success of the response was also due to staff's 
professionalism and the cooperation of other federal orga- 
nizations. The pre-referendum rush resulted in many inter- 
view requests from the local, national and international 
press. Coverage of the region's handling of the situation 
was generally very favourable. 

In 1995-96, Eastern Operations continued the work, 
begun last year, of improving its organizational struc- 
ture. A streamlined system of management was intro- 
duced in the Montreal, Saint-Laurent and Halifax 
offices. Also, the Halifax office adopted the “full job 
concept’, whereby employees perform all passport issu- 


ing tasks. As well, seasonal employment was introduced 


at that office to provide it with additional flexibility to 
adjust to volume fluctuations. 

To make people—especially those far from the 
regional offices— more aware of Passport Office ser- 
vices, the region organized shopping centre displays in 
Sydney , N.S., Moncton, N.B. and in the Saguenay-Lac 
Saint-Jean, Riviére-du-Loup and Rosemére regions of 
Quebec. In other promotional activities, the division 
participated in the Salon du Voyage de Québec and the 
annual meeting of the Alliance of Canadian Travel 
Associations (ACTA) - Atlantic region. 

The Montreal and Laval offices hosted tours of its 
operations for leaders of passport organizations from 
the U.S.A., Australia and the U.K., who were on their 
way to attend a “four Country Passport Conference” 
held by the Passport Office in Hull. 

Other highlights of the year were improvements 
made to the recruiting and training of passport examiners 
and special recognition of employee achievements. The 
staffs involved in responding to the pre-referendum rush 
received a citation for excellent service from the 
Minister of Foreign Affairs and International Trade 
(FAIT). Regional director citations went to the Halifax 
office staff for innovation and for promotional activities, 


and to the Fredericton office for quality of service. 


CENTRAL opeRATIONS 


Central Operations is located in the National Capital 
Region and manages five points of service, including issu- 
ing offices in Ottawa and Hull, as well as the Official 
Travel, Certificate of Identity and mail-in service sections. 

During the year under review, Central Operations 
issued 306,630 travel documents, a level similar to last 
year's, but using fewer people to accomplish the task. 
Moreover, the region continued to meet the highest 
standards of service, as evidenced by the many letters of 
commendation sent in by satisfied clients. 

These achievements were especially noteworthy 
considering the special challenges faced over the year. 
The region was called on to help Eastern Operations 
meet an explosion in demand for passports during the 
Quebec referendum campaign. As well, regional staff 
were kept busy with the introduction of the new fee for 
consular services charged by the Consular Affairs Bureau 


and collected by the Passport Office. 


WESTERN OPERATIONS 


Western Operations provides services to Canadians 
in the Prairie Provinces and British Columbia through 
offices in Calgary, Edmonton, Regina, Saskatoon, 
Surrey, Vancouver, Victoria and Winnipeg. 

During fiscal year 1995-96, Western Operations 
issued a record 326,067 passports, an increase of 15 per 
cent over the previous year. At the same time, the region 
continued to meet the standard for fast, efficient service 
by processing most passport applications within five 
days. This level of service was well appreciated by 
clients as shown by the many expressions of thanks 
received by all eight Western offices. 

The year's achievements were due to the region's 


ongoing efforts to improve service and productivity. 


In addition to providing passport services, Central 
Operations undertook a number of important outreach 
activities. Regional staff continued to make Passport 
Office services better known to the travelling public by 
participating in travel shows and presentations in the 
National Capital Region and through briefings to 
Members of Parliament and their staffs. 

Central Operations promoted information exchange 
on passport operations through reciprocal visits with the 
head of the U.S. Passport Agency's Mail Centre in 
Portsmouth, New Hampshire, and by hosting tours of its 
facilities for foreign officials from a number of countries. 

The region's representatives supported Canada's 
role in facilitating international travel by attending 
a major meeting of the International Civil Aviation 
Organization (ICAO). This meeting dealt with interna- 
tional air travel issues, including machine-readable 


travel documents and immigration matters. 


One initiative has been a four-year program of client 
satisfaction surveys conducted by independent consul- 
tants. Survey results show that over 90 per cent of pass- 
port applicants in the region are very satisfied with the 
service they receive. Nevertheless, the region will con- 
tinue to use client feedback from the surveys to enhance 
service further still. 

In addition to the client questionnaires, the region 
sponsored independently conducted surveys of its 
employees with a view to improving the quality of the 
working environment. Action taken in this area included 
using the regional newsletter, the Western RoundUP, to 


update staff on important issues. 


An initiative designed to improve both service deliv- 
ery and the quality of working life of employees was the 
relocation of the Regina office to more modern 
premises. The new location has the infrastructure 
needed to accommodate the on-line computerized envi- 
ronment being introduced through the Passport 


Office's Technology Enhancement Plan. 


ONTARIO OPERATIONS 


This branch of the Passport Office serves the needs 
of more than 10 million Ontario residents through issu- 
ing offices in Toronto, Hamilton, London, North York, 
Scarborough, Thunder Bay, Windsor, Brampton, 
Kitchener and St. Catharines. 

During the past fiscal year, the region issued 482,853 
passports, which was 9.7 per cent more an last year and 
more than a third of all passports issued in Canada. The 
Windsor office had an exceptionally busy year with 
record high activity throughout the year. 

The region made productivity gains through a number 
of measures. The Scarborough office improved its ability 
to locate files by introducing a computerized search 
station. The Windsor and London offices joined 
St. Catharines and Kitchener in utilizing an efficient 
method for producing passports called the "full job" con- 
cept. Under this concept, employees are trained to per- 
form all passport issuing tasks therefore resulting in more 
efficiency, flexibility and client satisfaction. Various 
offices also made better use of their human resources by 
introducing two shifts or flexible working hours and sea- 


sonal or part-time employment, where feasible. 


October 1995 saw the launch of the CANPASS pilot 
project in Vancouver — an event attended by the Prime 
Minister. The project is a joint initiative of Revenue 
Canada, the Passport Office and Citizenship and 
Immigration. It enables frequent travellers to clear cus- 
toms quickly using an electronically encoded card. 
CAMPASS cards are produced on-site at the Vancouver 


Passport Office. 


The region continued to maintain its high standards 
of client service despite the need to collect a new fee for 
consular services and the disruptions caused by the 
provincial employees' strike, as evidenced by many 
expressions of appreciation in correspondence or over 
the counter. The St. Catharines office improved service 
through the use of a closed-circuit monitor to help 
ensure proper staffing of counters at all times and to 
increase office security. 

The region demonstrated good corporate citizenry in 
a number of ways. Various offices provided customized 
outreach service to travelling seniors, students and other 
groups. The Thunder Bay office offered facsimile 
passports to children visiting a Heritage Village. 
Several offices collected food donations during the 
Thanksgiving and Christmas seasons, while the region 
as a whole increased its United Way contributions by 
17 per cent. The St. Catharines and the Kitchener 
offices received special local recognition for their out- 
standing community service. Two offices— Kitchener 
and Brampton—promoted local artists by displaying 


their works on the premises. 


Initiatives to inform the public about passport services 
included two seminars in Brampton for the Muslim com- 
munity and participation by various offices in a number 
of trade shows. As well, a flyer sent by a Member of 
Parliament to households in St. Catharines contained 
information on Passport Office services. A display on the 
history of passport production has been on rotation in the 


various regional offices. 


In keeping with the Passport Office's corporate phi- 
losophy, the region continued to recognize the out- 
standing achievements of its employees. A number of 
employees received awards for special contributions to 
regional initiatives, for exceptional dedication to duty 


and for long service. 


AGENCY RELATIONS AND CORPORATE SECRETARIAT 


The Planning Unit provides support to the Executive 
Committee of the Passport Office by developing the 
long-term strategic direction of the organization as well 
as its short-term business objectives. 

When the Passport Office was established as a “trial 
Special Operating Agency (SOA) in 1990, its first major 
planning project was the five-year Strategic Plan: 
1992-93 to 1996-97. The guiding principles of this plan 
were full cost recovery and improved delivery of secure 
travel documents. With this five-year cycle drawing toa 
close, the Agency began preparing for the next planning 
phase. The proposed new cycle will be three years, from 
1997-98 to 1999-2000. Its prime function will be to 
assess and respond to the Canadian people's increased 
demands for Passport Office services in coming years. 

To lay the groundwork for the next phase, the 
Passport Office conducted reviews of the changes 
occurring within the organization and the external 
trends affecting it. The reviews showed that the Passport 
Office will need to have a stronger customer service ori- 
entation, and, particularly, to adapt service delivery to 
the demands and needs of the various regions. A key 


trend identified by the reviews was the increased use of 


new technology by airlines, customs and airport author- 
ities to process passengers efficiently. This is likely to 
put pressure on the Passport Office to merge its prod- 
ucts and processes with the production of documents 
such as visas and airline tickets and to adopt the tech- 
nology to make this possible. 

The Passport Office is already moving in this direction 
through its Technology Enhancement Plan. Much of the 
strategic planning over the year focused on finalizing this 
Plan. Another focus was an assessment of the SOA orga- 
nizational model and other options available to the 
Federal Government for delivering Passport Office ser- 
vices. It is expected that the Agency will continue to run 
under the SOA model or an advanced form of it. 

Key activities of the Planning Unit over the year were 
incorporating the results of the reviews, the emerging 
trends and the key objectives of the Passport Office into 
the 1996-97 Business Plan and 1994-95 Annual Report. 
These documents helped reinforce the corporate and 
SOA image and were used to communicate the Passport 
Office objectives and the results achieved to the 
Department of Foreign Affairs and International Trade, 


federal central agencies and other stakeholders. 


MANAGEMENT SERVICES 


In 1995-96, Management Services Division provided 
its services through Information Systems, Computer 
Services, Organization and Methods, Written Commu- 
nications, Communications and Marketing, Passport 
Policy, Records Management and the 1-800 telephone 
service. Also under the Management Services umbrella 
was the Technology Enhancement Program—a five- 
phase initiative to re-engineer the passport issuing 
system with the use of new technologies for image pro- 
cessing and document management. 

The year under review coincided with Phase II] of the 
Technology Enhancement Program. Within this phase, 
work progressed rapidly on the design and development 
of the computerized system, OSCAR (Optimized 
System for Capture, Archival, and Retrieval). An 
OSCAR functional specifications document was pre- 
pared detailing exactly how the system is expected to 
operate from the examination stage through to data 
entry and archival storage. The final architecture 
requirements were established which include the hard- 
ware, software, and network elements needed to imple- 
ment OSCAR. The equipment and _ peripherals 
necessary for a system development environment were 
purchased Ran installed at the contractor site. Upon 
Treasury Board approval for the final phase of the 
Program, the Technology Enhancement Program will 
proceed with installation of pilot systems in selected 
offices and the final roll out of OSCAR. 

The TEP team examined the production technology 
for the machine-readable passport production system 
and put forth a recommendation to further investigate 
two technologies. 

Computer Services’ project to implement Windows 
and Perfect Office achieved significant results by 


greatly enhancing employees’ working life and service 


offered to the client. The new office automation soft- 
ware includes many state-of-the-art features such as a 
graphical environment and an integrated E-mail and 
appointment calendar. Technical support and network 
hardware have also been improved to ensure a high level 
of service. The network operating system was upgraded 
to provide a more comprehensive management and 
wide area network capability. 

As part of the in-house management consulting ser- 
vice, Organization and Methods introduced a manage- 
ment interactive Resource Prediction Model that 
responded to the changing managerial environment. It 
also initiated the feasibility stage of an automated exec- 
utive information support system that would integrate 
the organization's functional and operational data into a 
comprehensive “one stop shop” information system. Ad 
hoc consulting projects included forecasting the impact 
of consular fees, designing and implementing a passport 
blank inventory control system, assisting in a debit/credit 
card feasibility study and acting as operational and func- 
tional information liaison with the OSCAR team. 

Written Communications adopted a new approach 
for producing written materials, known as Information 
Mapping. The approach is an effective method of ana- 
lyzing, organizing, and presenting complex information 
and was used-in revising the Passport Policy Manual. 
Internal manuals were revised or republished to better 
communicate procedures and policies to employees and 
were enhanced to include a new cover design, binders, 
and tabs to emphasize our communications mandate 
and corporate identity. 

Corporate Communications and Marketing under- 
took several special projects to further the travelling 
public's awareness of Passport Office services. These 


projects included the production of an award winning 


video, “The First Step In Your Journey”, public service 
announcements in” Maclean's" and “Uactualité” summer 
travel supplement, and participation at national and 
provincial travel fairs. The Environics Research Group 
was commissioned to conduct a client satisfaction 
survey among recent purchasers of Canadian passports. 
The survey was undertaken in two phases: a qualitative 
phase involving a series of four focus group sessions; and 
a quantitative phase involving an intercept survey 
among clients who visited a passport office, and a tele- 
phone survey among clients who received a passport by 
mail. While allowing for regional variation, the 
Canadian public who participated in each phase of the 
survey expressed satisfaction with the services offered 
by the Passport Office. 

Passport Policy continued its incremental improve- 
ments by developing a streamlined policy in the treat- 
ment of documentary evidence of citizenship for limited 
validity passport cases, by discussing with guarantor 
groups to expand the eligible guarantor list, and by 
implementing a new procedure to provide passport ser- 
vices to applicants who are visually disabled. In addition, 
a new decision making tool, the Policy Decision 
Request, was developed to guide senior management 


through the intricacies of policy change. 


Records Management provided information retrieval 
services on policy and administrative files as well as 
33,631 corporate file research requests from clients such 
as the Privacy Co-Ordinator, Consular Division, 
Headquarters and Regional Offices to respond to the 
needs of the public. Records Management also under- 
took a study to research and analyze the records man- 
agement needs of the Passport Office to pave the way 
foran automated records management system—asystem 
designed to reduce the paper burden and facilitate 
access to information for our users. A link to the Secure 
Integrated Global Network (SIGNET) System was 
installed to enable electronic communication with the 
Department and with the 150 missions abroad which 
assisted in improving services provided to Canadian 
travellers around the world. 

One of the major quality of service initiatives of the 
1-800 telephone service was the reclassification of its tele- 
phone operators from CR-03 to CR-04 to empower them 
to handle more complex enquiries. The messaging system 
was continually monitored, reviewed, and modified to 
reflect up-to-the-minute changes in application require- 
ments and communication of information to clients in the 


most efficient and effective manner. 


HUMAN RESOURCES services 


The Human Resources Services Directorate is 
responsible for the development of a large variety of 
strategic programs that must be efficient and respond to 
the specific needs of the agency. The directorate also 


assures the delivery of operational programs and offers 


functional guidance to Regional Human Resources 
Advisors. All the activities are oriented to carry out the 
Passport Office's mandate. Doing so, it contributes a 
highly competent and efficient workforce to the orga- 


nization in a timely fashion. 
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The programs consist notably of human resources 
strategic planning, occupational health and safety, classifi- 
cation, staffing, staff relations, training and development, 
employee orientation, career management program, 
employee performance feedback, to name a few. 

In the course of the last years, the Directorate has 
undertaken various major initiatives to foster a more 
strategic human resources management approach 
within the organization. Its activities permit to show 
cohesiveness and effectiveness while demonstrating 
leadership and integrity through its human resources 
management key activities. 

SOME OF THE MAJOR PROJECTS UNDERTAKEN LAST YEAR ARE: 

© development and delivery of a tailor made human 
resources training pertaining to staffing and staff 
relations to all the managers of the organization; 

¢ establishment of an instrument of delegation in human 
resources management enabling managers to make the 
appropriate decisions; 

¢ further implementation of a decision-making frame- 
work: The Passport Office's Human Resources 

Manual. The added policies permit us to adapt the 


specific needs and context of a special service agency 


while taking into account the legislative bounds of 
the Federal Canadian Public Service. A consulting 
process of different actors including unions, is part of 
the process to formalize our practices; 

© orchestration of the national reclassification exercise 
of the passport examiner position; 

® participation in the development of the TEP; 

® to liaise and consult with different central agencies, 
federal departments, unions in order to obtain addi- 
tional delegations or during dispute resolutions; 

© monitoring of practices to ensure that the Passport 
Office respects the various Acts governing the 
human resources management; 

© updating and delivery of the examiners’ training pro- 
grams considering future changes in the technology; 

® participation to various interdepartmental commit- 
tees in order to make known the position and needs 
of the Passport Office, as a Special Operating 
Agency, in order to influence the orientation of the 
human resources management practises of the 


Federal Public Service. 


SECURITY POLICY AND ENTITLEMENT 


This division, formerly called Security and Foreign 
Operations, has primary responsibility for ensuring the 
integrity and security of Canadian travel documents. To 
this end, it works vigorously to frustrate the efforts of 
those who would wish to obtain Canadian passports by 


illegal means. 


The division was reorganized this year to create a 
more effective team, better equipped to make use of 
advanced technology to enhance the security of the 
passport issuing process. As part of the reorganization, 
an Advisory Group on Secure Documents was created. 


Composed of experts in the field of document security, 


the group undertakes quality assurance of Passport 
Office products. It also stands ready to provide advisory 
services to other departments that deal with documents 
which must adhere to high security standards. 

In keeping with their mandate to deter passport 
fraud, representatives of the division testified as expert 
witnesses at a sentencing hearing in a case of travel 
document forgery. Their testimony contributed to the 
imposition of a severe sentence in the case. 

In other initiatives, the division improved the train- 


ing program for consular staff who produce travel doc- 


uments abroad on behalf of the Passport Office. 
Training manuals were revised. 

The division continued to implement the multi-year 
audit plan adopted in 1992-93. The plan calls for audits of 
local offices across the country and examines every aspect 
of their work—security, finances, human resources and 
information management, etc. To improve this process, 
the division revised the examination guide used in the eval- 
uation exercise. As in previous years, this year's audit 
revealed that local offices operated effectively and pro- 


vided excellent service to clients. 


FINANCE AND ADMINISTRATION 


The Finance and Administration Directorate pro- 
vides advice and support to managers of the Passport 
Office in matters concerning finance, administration, 
accommodations and telecommunications. 

During the year, the Finance Section processed some 
12,000 payment transactions and other accounting 
documents and prepared the financial statements and 
reports published in the Public Accounts of Canada. 


The section also reviewed the Passport Office bud- 


getary cycle and developed a new resource planning - 


framework to be implemented in fiscal year 1996-97. 
The directorate supported implementation of the 
Technology Enhancement Plan by assisting in costing 
activities and in the preparation of a Treasury Board sub- 
mission on the final phase of the plan. 

An innovative project undertaken this year was a fea- 
sibility study into the use by clients of debit and credit 
cards to pay for Passport Office services. The Directorate 


conducted a survey of the Passport Office's clientele 


across Canada and found that more than 51 per cent of 
them would prefer to pay their passport fees with such 
cards. The next steps taken were: a cost/benefit analysis, 
approval by management to implement the cards gradu- 
ally and the establishment of an implementation team. 
Another important initiative for 1995-96 was imple- 
menting a new organizational structure for the Finance 
and Administration Directorate. The new structure will 
better address the needs of the Passport Office manage- 
ment and will foster a greater team approach towards 
achieving corporate goals. As part of the reorganization, 
the Records Management Section was transferred from 
Finance and Administration to the Management Services 
Division. The reorganization will be finalized in 1996-97. 
The Facilities and Telecommunications Group com- 
pleted a number of projects over the year. The Group 
focused on the quality of the working environment by 
taking steps to improve air quality, safety and general 


well-being at Passport Office sites. 
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The Passport Office is moving rapidly ahead with the business renewal of its issuing process. In redesigning 


its passport production systems and procedures, it will continue to take full advantage of modern technolo- 


gies to improve every stage of the production process —from the storage and retrieval of documents to the 


printing of passports and other travel documents. 


The new information technology will enable the Passport Office to streamline its production process and to strengthen the security of 
the issuing system. In the future, the Office expects to have a fully on-line computerized environment both in Canada and, where feasi- 
ble, in Canadian missions. The initiatives it has taken in recent years have placed the Passport Office in the forefront of government agen- 
cies using information technology to provide more efficient services at less cost. 

The Office is constantly searching for ways to improve its services to clients. To be more accessible to the public, it has opened new 
offices and improved existing ones. Some issuing offices remain open after normal working hours and on holidays. In the future, 


the Passport Office may accept credit and debit cards in addition to cash for payment for passports. 


The national client survey has generated information that will enable the organization to establish new national service standards. 

The development of a wallet-sized passport card is another indication of the Office's willingness to design and deliver its services to meet the 
needs of clients. The new card will greatly facilitate travel to and from the United States by enabling card-holders to clear immigration and cus- 
toms quickly. The card will also enable officials to introduce new technology which will tighten security at border points. 

To ensure that the organization continues to meet the future travel needs of Canadians, it will review its long-range planning capability. It will also 
continue to pursue joint ventures and co-location opportunities with other public and private sector partners. It will show the importance it attaches 
to its human resources by ensuring that they are provided with the training necessary to function in a much more computerized environment. 

In every future course of action the Passport Office will continue to pursue excellence in facilitating the movement of people across inter- 


national borders and in responding to the needs of the Canadian travelling public. 


Management is responsible for the preparation, presentation and consistency of financial information contained in the 


Annual Report. The financial statements and accompanying notes have been prepared by the Finance and Administration 


Division in accordance with the Financial Administration Act and appropriate, generally accepted accounting principles 


in Canada, and include the amounts that are based on management's best estimates and judgements. 


In meeting its responsibility for the reliability of the financial data, management relies on comprehensive internal accounting, oper- 
ating and systems controls. Controls include delegation of financial authority and personal accountability, segregation of responsi- 
bilities, and accounting and administrative policies and procedures. These controls are designed to provide reasonable assurance that 
financial records are reliable for preparing financial statements and maintaining accountability for assets and that assets are 


safeguarded against unauthorized use or disposition. 


Financial information used throughout this Annual Report is consistent with the financial statements to follow. Management believes 
that the statements presented are a fair representation of the fiscal position of the Agency, the results of its operations and the 


changes in its fiscal position. 


Passport Office Revolving Fund 
Balance Sheet as at March 31, 1996 


a 
ASSETS ($) 1996 1995 


= 


Current 
Accounts Receivable 


Government of Canada 167,529 195,779 


Outside Parties 220,736 77,066 


Inventories, at Cost and Average Cost (note 3) 2,060,430 1,031,379 


Prepaid Expenses 81,909 65,937 


2,530,604 1,370,161 


Capital Assets (note 4) 


At cost 9,965,165 


10,830,069 


Less: Accumulated Amortization 7,445,799 6,327,657 


3,384,270 3,637,508 


Other Capital Assets (note 4 ) 


Technology Enhancement Plan Project 


8,014,668 5,650,822 


13,929,542 10,658,494 


Passport Office Revolving Fund 
Balance Sheet as at March 31, 1996 


LIABILITES ($) 


Current 


Accounts payable and accrued liabilities 


Government of Canada 820,602 1,190,295 


Outside parties 


Accounts payable 1,865,752 3,237,928 


Vacation pay 


728,648 373,407 


Current portion of the provision for employee termination benefits 180,360 143,730 


Deferred revenue 
b = 


208,592 


419,229 


4,014,591 Ry he Les 


Long-term 


Provision for employee termination benefits 3,022,160 2,953,536 


Equity of Canada 
Accumulated net charge against the Fund's authority (25,591,442) (26,687,214) 


Accumulated surplus 32,484,233 29,238,217 


THE ACCOMPANYING NOTES ARE AN INTEGRAL PART OF THE FINANCIAL STATEMENTS. 


Notes to Financial Statements 


March 31, 1996 


1 AUTHORITY AND PURPOSE 
The Passport Office Revolving Fund was established in 1969 to provide for the issue of appropriate travel docu- 
ments to Canadian citizens and to certain permanent residents of Canada who are unable to obtain valid passports 


from their country of origin. The Revolving Fund Act authorized the operation of the Fund. 


The Fund has a continuing non-lapsing authority from Parliament to make payments out of the Consolidated 
Revenue Fund for working capital, capital acquisitions and temporary financing of accumulated operating deficits, 
the total of which is not to exceed $4,000,000 at any time. An amount of $745,893 representing net assets assumed 
by the Fund and assets contributed to the Fund was charged to this authority when the Fund became budgetary in 
1981. Pursuant to Treasury Board Decisions 823628, 824117, 821156, 822015 dated December 14, 1995 and Treasury 
Board Decision 822296 dated December 8, 1994, $5,750,000 was authorized to be transferred in fiscal year 1995-96, 


from the Fund's accumulated surplus to the Accumulated net charge against the Fund's authority. 


2 SIGNIFICANT ACCOUNTING POLICIES 

(a) Inventories 

The inventory of materials and supplies is carried at cost and the inventory of passports-in-process is valued at 
average cost for the year. 

(b) Capital 

Leasehold improvements are amortized on a straight-line basis over the term of the appropriate lease. Other cap- 


ital is amortized from the year of acquisition on a straight-line basis over their estimated useful lives as follows: 


Furniture 16 years 
Electronic data processing (EDP) equipment 5 years 
Other equipment 10 years 


(c) Other capital 

Effective April 1, 1994 all expenditures associated with the Technology Enhancement Plan (TEP) are capitalized. 
The project costs will be amortized on a straight line basis over five years starting at the completion of the project 
estimated to be in 1997-98. 

(d) Employee termination benefits 

Termination benefits accrue to employees over their years of service with the Government of Canada, as provided 
for under collective agreements. The cost of these benefits is recorded in the accounts as the benefits accrue to the 
employees. 

(e) Revenue 

from passport fees is prepaid on application and accounted for on an accrual basis. Deferred revenue represents fees 


received for which the services have not yet been provided. 


3 INVENTORIES ($) 1996 1995. | 
Materials and supplies 1,881,496 940,723 | 
Work in process 178,934 90,656 | 

2,060,430 1,031,379 | 


4 CAPITAL AND ACCUMULATED AMORTIZATION 


BALANCE AT BALANCE 
BEGINNING AT END 
OF YEAR ACQUISITIONS DISPOSAL OF YEAR 


CAPITAL ($) 


Leasehold Improvements 


2,860,730 134 83 O 29 Da GAS 


Furniture by shai oe 3 342,874 78,163 2,000,253 


EDP Equipment 3,162,462 510,465 148,038 3,524,889 


Other Equipment 2,206,434 167,079 60,496 2,313,014 


9,965,165 A ASA OOM 286,697 10,830,069 


BALANCE AT BALANCE 
BEGINNING | AT END 
ACCUMULATED AMORTIZATION ($) OF YEAR ACQUISITIONS DISPOSAL OF YEAR 


Leasehold Improvements 2,116,792 601,338 ) 2,718,130 
Furniture 603,043 115,188 47,094 671,140 
EDP Equipment 2,318,170 444,236 135,845 2,626,564 


Other Equipment 1,289,652 183,294 42,978 1,429,968 


6,327,657 1,344,056 225,914 7,445,799 


BALANCE AT BALANCE 
BEGINNING AT END 
OF YEAR ACQUISITIONS DISPOSAL OF YEAR 


OTHER CAPITAL ASSETS ($) 


Technology Enhancement 


Plan Project 5,650,822 8,014,668 


2,363,846 


5,650,822 2,363,846 8,014,668 


5 LONG TERM LEASES 
The Passport Office occupies space at twenty-nine locations under long term leases which expire between 


March 31, 1996 and April 30, 2000. 


ACCOMMODATION EXPENSE AND TENANT SERVICES CONSISTED OF: ($) 


Rentals 3,374,598 3,418,144 


Tenant Services 55,745 52,804 


3,430,343 3,470,945 


6 CONTINGENT LIABILITY 

On April 15, 1993 a production contract was awarded to a company which quoted on the basis of a firm price 
per unit. The company has indicated that subsequent to this award, a number of events beyond its control sig- 
nificantly altered its production costs. The company was able eventually to resolve these difficulties, but has 
decided to claim against the Passport Office for the additional costs. The best estimate of the amount of the claim 


is $84,500. 


Passport Office Revolving Fund 
Statement of Operations for the year ended March 31, 1996 


($) 1996 1995 
Revenue 
Fees earned 53,083,595 49,352,492 
Miscellaneous revenue 72,142 257,253 
53,155,737 49,609,745 
[ 

Operating expenses 
Salaries and employee benefits 20,960,764 20,635,744 
Provision for employee termination benefits 447,205 488,560 
Passport materials and application forms 6,019,640 5,416,506 
Passport operations at missions abroad 4,447,460 4,447,460 
Accommodation 3,374,598 3,418,144 
Professional and special services 2,457,517 2,696,859 
Freight, express and cartage 1,833,196 1,612,554 
Amortization 1,344,056 1,287,396 
Telecommunications 941,764 1,155,444 
Printing, stationery and supplies 779,044 724,155 
Travel and removal 408,114 323,218 
Miscellaneous expenses 376,478 115,585 
Repair and maintenance 330,454 274,123 
Information 183,044 52,613 
Rentals 123,264 101,004 
Postal services and postage 72,355 79,770 
Loss on disposal of capital assets 60,783 22,150 
| 44,159,724 42,851,246 
Net profit 8,996,016 6,758,499 


acer SR SE ES 


Statement of Accumulated Surplus 
For the year ended March 31,1996 


($) 


Balance, beginning of year as previously reported 
Transfer of part of the accumulated surplus to the accumulated net 


charge against the Fund's authority account (note 1) 


Net profit for the year 


Balance, end of year 


Statement of Changes in Financial Position 
For the year ended March 31,1996 


($) 


1996 1995 
29,238,217 22,479,718 
(5,750,000) 

23,488,217 22,479,718 


8,996,016 


6,758,499 


32,484,233 29,238,217 


Operating activities: 
Net profit for the year 
Add: Provision for termination benefits 
Amortization 


Loss on disposal of capital 


Changes in current assets and liabilities 


1996 1995 
8,996,016 6,758,499 
447,205 488,560 
1,344,056 1,287,396 
60,783 22,150 
(2,299,804) 915,594 


Changes in other assets and liabilities: 
Payments on and change in provision for employee termination benefits 


Net financial resources provided by operating activities 


Investing activities: 
Capital 
Purchased 


Net financial resources used by investing activities 


(378,581) (234,505) 


8,169,675 9,237,694 


(3,515,447) (5,541,597) 


(3,515,447) (5,541,597) 


Financing Activities: 
Transfer of part of accumulated surplus to the accumulated 
net charge against the Fund's authority account 


Net financial resources used by financing activities 


(5,750,000) 


(5,750,000) 


HE 


Net financial resources provided and change in 
the accumulated net charge against the fund's 


authority account, during the year 


Accumulated net charge against the fund's 


authority account, beginning of year 


| (1,095,772) 3,696,097 


Accumulated net charge against the fund's 


authority account, end of year 


26,687,214 22,9947 54 7, 


25,591,442 26,687,214 


EASTERN OPERATIONS 


FREDERICTON 

Suite 470 

Frederick Square 

77 Westmorland Street 


Fredericton, New Brunswick 


HALIFAX 

Suite 801 

CIBC Building 

1809 Barrington Street 


Halifax, Nova Scotia 


JONQUIERE 

Suite 302 

Place Saint-Michel 
3885 Harvey Boulevard 


Jonquiére, Québec 


WESTERN OPERATIONS 


CALGARY 

Suite 440 

First Street Plaza 

138 - 4th Avenue S.E. 
Calgary, Alberta 


EDMONTON 

Suite 1630 

Canada Place Building 
9700 Jasper Avenue 


Edmonton, Alberta 


REGINA 

Suite 350, 

CIBC Tower 

1800 Hamilton Street 


Regina, Saskatchewan 


LAVAL 

Suite 300 

2550 Daniel-Johnson Boulevard 
Laval, Québec 


MONTREAL 

Suite 215, West Tower 
Complexe Guy-Favreau 

200 René-Lévesque Blvd West 


Montréal, Québec 


SAINTE-FOY 

Suite 2410, 4th Floor 
Belle Cour Tower 
Place de la Cité 

2600 Laurier Boulevard 
Sainte-Foy, Québec 


SASKATOON 

Suite 605 

Federal Building 

101 - 22nd Street East 


Saskatoon, Saskatchewan 


SURREY 

Suite 405 

Guildford Landmark Building 
15127 - 100th Avenue 
Surrey, British Columbia 


VANCOUVER 

Suite 240 

Sinclair Centre 

757 Hastings Street West 


Vancouver, British Columbia 


SAINT-LAURENT 
Suite 112 
3300 Céte Vertu Road 


Saint-Laurent, Québec 


ST JOHN'S 

Suite 702 

TD Place 

140 Water Street 

St John's, Newfoundland 


VICTORIA 

Suite 228 

Customs House 

816 Government Street 


Victoria, British Columbia 


WINNIPEG 
Suite 910 
200 Graham Avenue 
Winnipeg, Manitoba 


ONTARIO OPERATIONS 


BRAMPTON 
Suite 305 
Brampton Civic Centre 
150 Central Park Drive 


Brampton, Ontario 


HAMILTON 
Suite 330 
Standard Life Building 
120 King Street West 


Hamilton, Ontario 


KITCHENER 

5th Floor 

Canada Trust Centre 
55 King Street West 


Kitchener, Ontario 


LONDON 

Suite 803 

Government of Canada Bldg 
451 Talbot Street 


London, Ontario 


NORTH YORK 

Suite 421 

Royal Bank Building 
5001 Yonge Street 
North York, Ontario 


ST. CATHARINES 
6th Floor 
Landmark Building 
43 Church Street 


St. Catharines, Ontario 


SCARBOROUGH 
Suite 828 
200 Town Centre Court 


Scarborough, Ontario 


THUNDER BAY 

Suite 406 

Royal Insurance Building 

28 Cumberland Street North 
Thunder Bay, Ontario 


TORONTO 

Suite 1100 

First Century Tower 
438 University Avenue 


Toronto, Ontario 


WINDSOR 

Suite 504 

Canadian Imperial Bank of 
Commerce Building 

100 Ouellette Avenue 

Windsor, Ontario 


CENTRAL OPERATIONS 


HULL 

Level 2, Place du Centre 
200 Promenade du Portage 
Hull, Québec 


OTTAWA 

Level C-3, East Tower 
C.D. Howe Building 
240 Sparks Street 


Ottawa, Ontario 


MAIL-IN SERVICE 

OTTAWA 

The Passport Office 
Department of Foreign Affairs 


and International Trade 


Ottawa, Canada K1A 0G3 


CERTIFICATE OF IDENTITY 
HULL 
Level 2, Place du Centre 


200 Promenade du Portage 
Hull, Québec 


OFFICIAL TRAVEL 
HULL 
Level 2, Place du Centre 


200 Promenade du Portage 
Hull, Québec 
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’~To beva role 


efficient service within 


throughout the cri 
internationally-resp 


also work in alliance wit 


yovernment agencies to p 


secure identification doc 


We provide quality service that meets or exceeds the 


expectations of the Canadian public. 


We are committed to recruiting and training 


quality people. 


We provide travel documents that enjoy high interna- 


tional reputation and respect. 


We continuously focus on the security of the travel doc- 


ument and its production process. 


Service 
Standards 


rss 


Cost Effectiveness 
We deliver travel documents to the Canadian public with 


the highest regard for cost effectiveness. 


Efficiency 
We focus on efficiency and sound management in the 


provision of our services. 


R&D 
We invest time, effort and resources in research to develop 


the product and the production process technology. 


Recognition of Achievement 
We encourage and recognize high standards of achieve- 


ment in our employees. 


Price 
The passport fee recovers costs for issuance, delivery and 
manufacturing of all travel documents with the high- 


est regard for cost-effectiveness and security. 


Waiting Time 
The average waiting time for service is 20 minutes. 
According to recent data, 85 percent of all clients are 


served within 20 minutes. 


Turnaround Time 
The average time to process an application submitted 
by mail is 10 working days; five working days if sub- 


mitted in person. 


Number of Trips to the Passport Office 
Canadians applying for a passport in person generally 
make two trips to the Passport Office; one to submit an 


application, and the other to pick up a passport. 


Examination Time 
The average time to examine an application is five min- 


utes if all application requirements are met. 


Availability 

The standard is to serve 85 percent of our clients in 
person. There are 31 points of service, including 28 issu- 
ing offices, Certificate of Identity, Official Travel and 
mail-in services. In the recent past, only about 15 per- 
cent of all applications processed in Canada were sub- 


mitted by mail. 


Convenience 
All Passport Offices are to be located in areas where 
parking is available and in buildings that are accessible 


to persons with a disability. 


Hours of Service 

The minimum daily number of hours of service to the 
public is 7.5. Some issuing offices remain open to the 
public up to 95 hours. Pilot projects for automated tele- 
phone response provide answers to most frequently asked 


questions 24 hours a day. 


Security of Document 

The Passport Office is aware of the fact that Canadian 
passports are a preferred target for people who want to 
benefit from its privileges. The five year validity period 


coincides with the life of the design of the document, 


enabling us to take advantage of new leading edge secu- 


rity technologies to be incorporated into our passports. 


Conformance with International Standards 

All travel documents issued by the Passport Office con- 
form to or exceed international specifications con- 
cerning the format, issuance and integrity of 


international travel documents. 


Serviceability 

In Canada the Passport Office provides emergency serv- 
ices after office hours, on weekends and on statutory 
holidays. When a passport is lost abroad, a replacement 


emergency passport is issued. 


Protection of Personal Information 


All personal information is protected. 


Performance of Document 
All travel documents issued by the Passport Office are 


internationally respected. 


Responsiveness of Examiners 
Examiners are empowered to resolve complex issues at 


the time of examination. 


Competence of Examiners 
Examiners meet the professional and security require- 


ments set by the Passport Office. 


Recognition of Employee Service 


Superior employee service is recognized and rewarded. 


Communication with the Public 

The Passport Office offers bilingual services as well as 
TTD/TTY services for the deaf: Applications are also 
available in Braille and in a digitalized format for per- 
sons with a visual impairment. The Passport Office pro- 
vides a toll-free Touch-Tone information service 24 hours 
a day, seven days a week. Service representatives are avail- 
able Monday through Friday from 9 a.m. to 5 p.m. local 
time. The CEO responds to all written correspondence 


from the public within 30 working days. 


Service to the Public 
All employees of the Passport Office dealing with 
the public provide courteous, helpful, kind and empa- 


thetic service. 
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This year, we learned that the 
more we do, the more we can do. 


The year of 1996-97 was a year of motion. The Passport 
Office drove towards its short- and long-term goals, 
and realized numerous technological, service and organ- 
izational improvements. Many long-term projects 
progressed as planned, and several pilot projects 
demonstrated early and encouraging results. As well, 
government and corporate-wide plans were imple- 
mented this year, including the improvement of inter- 
departmental and intergovernmental co-operation, 
haison and information sharing—key factors in man- 
aging travel demands. 

During the year, we faced an unexpected 
decrease in demand, but we were able to deal with the 
decrease in revenues and ended the year with a sur- 
plus. This was a tribute to the ability of our manage- 
ment team to adjust quickly to new resource and 


operational requirements. 


LOR, 9 onl pty 
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Advanced technology, improved application 
processes, heightened security measures, alliances with 
other organizations...these are just some of the results 
of this year’s efforts. Of particular note were the pos- 
itive changes implemented by our employees in 
improving service delivery. 

It is clear from this year’s Annual Report, that 
we have made considerable progress in meeting our 
goals and commitments, and I am confident that we 
will continue to excel at providing economical, effi- 
cient and high-quality services for all Canadians. We 
have proven ourselves, we have weathered change with 
authority and competence, and I have full confidence 


in our ability to continue in this direction. 


This year, we learned that the more we do, the 


more we can do. 
is rales 


ene ee 


Michael J. Hutton 
Chief Executive Officer 
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a journey of a thousand miles 


-pegins 


Whenever Canadians plan to visit a foreign country, 
chances are they're going to need the services of the 
Passport Office. Most often, the first step on their long 
journey will be the acquisition of a passport. There 
are few more exciting moments when preparing for 
a trip abroad than receiving the passport—travel dreams 
become a reality, business plans become set. This offi- 
cial federal document, recognized internationally by 
multilateral treaties, has a worldwide reputation for 
authenticity and the integrity of the issuing process. 
A traveller who carries this document has a sense of 
security and protection. 

The Passport Office issues the 24-page passport, 
the most commonly requested passport, as well as 
diplomatic, special and emergency passports, certifi- 
cates of identity, and refugee travel documents. The 
Office is responsible for the revoking, withholding, 
recovery and use of all of these documents, and pro- 
vides guidance to missions issuing passports abroad. 
All of these matters and other issues relating to 
Canadian travel documents are supervised by the 
Office, as defined by the Canadian Passport Order. 
The Passport Office invests great pride, care and com- 
mitment in this process, and is persistently seeking 
new business approaches to making the Passport 
Office services flawless, this year and every year. 

To do this, the Passport Office has three main 
commitments. First and foremost is our commitment 
to our clients and the citizens of Canada, and through 
continuous organizational, technological and resource 
development, we satisfy their expectations through 
quality services. Second, our commitment to the gov- 
ernment of Canada and its parts and pieces, as citi- 
zens believe that the Passport is the main document 
that represents the people and the nation, and we are 
therefore responsible for the image, security and safety 
of this country in co-operation with provincial and 
federal government organizations. And third, no 
organization can operate without the efforts and skills 
of its human resources. The Passport Office respects 
its people, who in turn exceed our expectations and 
continue to make our organization a recognizable and 
visible success. 

For the year 1996-97, the Passport Office suc- 
cessfully took several steps towards its short- and long- 
term goals, and enjoyed positive results in numerous 
technological, service and organizational improve- 


ments. Many long-term projects progressed as planned, 


and several pilot projects demonstrated early and 
rewarding results. As well, government and corpo- 
rate-wide plans were implemented this year, includ- 
ing the improvement of interdepartmental and 
intergovernmental co-operation, liaison and infor- 
mation sharing—key factors in managing ever increas- 
ing travel demands. 

This year tested our ability to respond to rapid 
changes, from technological developments to the suc- 
cessful management of pilot projects across the coun- 
try. To clarify our achievements and measure our 
success this year, the Annual Report is divided into 
five key sections—each section is a key element of our 
organization, a foundation necessary for solid services, 
and represents small steps towards the greater jour- 
ney. The Passport Office is driven towards achieving 
superior performance in three areas: quality of serv- 
ices, security and cost effectiveness (Commitment1). 
Additionally, two other areas are of concern: the 
Passport Office strives to contribute significantly 
to interdepartmental and intergovernmental co-oper- 
ation (Commitment 2), and to acknowledge the 
importance of its people (Commitment 3). Through 
effective development, refinement and consistent 
improvements, the effective management of these five 
elements has a direct influence on the success of our 


year and organization. 


Quality of Service 

Quality of service is our most client visible attribute. 
How our clients perceive and respond to our services 
is a direct reflection of the quality of services. It rep- 
resents numerous facets of our organization, all aimed 
at improving our deliverables, and includes such areas 
as customer satisfaction, service development, and the 
efficiency with which we provide these services. Some 
achievements this year included the analysis, devel- 
opment and implementation of new processes and 
information technologies to increase efficiency. For 
the near future, items such as Wide Area Network 
linkages, debit/credit card access, and passport cards 
for expeditious travel needs are in the developmen- 
tal or pilot stages. Enhanced communication at the 
operational level improved the co-ordination of 
service delivery. Promotional and outreach projects 
increased our accessibility around the country to 


address specific needs of our clients. 
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Security 

While the Passport Office is constantly trying to 
address the needs of the client, it must also ensure 
the protection of both the traveller and our country 
through secure inspection and review procedures. 
Service efficiency rests upon security requirements 
being met with care and consideration to our global 
mandate. The Passport Office is constantly and 
consistently reviewing and improving systems, pro- 
cedures, policies and technology to ensure that 
integrity continues to be an intrinsic part of our 
client services. This year provided a base for many 
achievements. New technologies were reviewed and 
tested to secure information from tampering and to 
verify that electronic information met passport secu- 
rity procedures and specifications. As well, Research 
and Development continued with a renewed vigour 
working toward introducing the next passport gen- 
eration. Several fora and working groups with 
national and international law enforcement and other 
agencies addressed cross-border crime, forgeries, 


counterfeiting and other passport-related crimes. 


Cost Effectiveness 

The Passport Office is a highly motivated service- 
oriented organization that achieves its high stand- 
ards while operating in a fiscally-responsible 
manner. With fluctuating client demands for pass- 
port and travel services, the increased need for effi- 
cient travel into the United States, and an increase 
in overall travel worldwide, the Passport Office 
always strives to provide cost-effective services. New 
technologies demonstrate clear financial benefits, 
especially pilot credit/debit card projects and auto- 
mated telephone services, which respond to client 
needs while reducing the strain on financial and 
human resources. Organizational and administrative 
streamlining improved efficiency and brought deci- 


sion-making authorities closer to our clients. 


Interdepartmental and 

Intergovernmental Co-operation 

The Passport Office provides effective services in con- 
junction with a wide body of federal, provincial and 
foreign government organizations...the more effec- 
tive the communication, the more effective the pass- 
port services. As well, we have great impact on the 
operations and concerns of the RCMP, Interpol, 


Citizenship and Immigration (CIC), and Revenue 


Canada. CIC is a key partner in improving cross- 
border activities and deterring fraudulent and coun- 
terfeit documents; domestic and international police 
communities are consistently providing input into 
security planning and strategies; and overall infor- 
mation sharing helps improve cross-border activities 
and reduce Canada's susceptibility to crime: smug- 
gling and illegal immigration being two key issues. 
The Passport Office's contribution to government- 
wide planning and organization helps us function in 
a more cost-effective manner, while still respecting 


the regulations and policies of Canada. 


The Importance of our People 

The key factor to our success is our people. Their ded- 
ication to service, courteous customer relations, and 
their input into program development has helped the 
Passport Office become a successful self-funded Special 
Operating Agency (SOA) model. The SOA was set 
up by the Government of Canada to improve services 
to Canadians, and places great emphasis on the use 
of sound business practices in the delivery of services. 
The Passport Office has recognized that the devel- 
opment of skills, training and talent expand business 
opportunities and open doors for new services. As the 
skills that we will need for the future are rapidly chang- 
ing, at all levels in the organization, we must ensure 
that our people are equipped to perform. Recent suc- 
cess has been the empowerment of front line exam- 
iners, which requires enhanced ability to analyse and 
solve problems, and to be able to respond to all levels 
of enquiries, thereby improving our quality of service. 
Continuous learning concepts, information technol- 
ogy training, awards programs and cross-functional 
development have continued to have measurable results 


on our effectiveness and quality of services. 


Our travel document services 
Most Canadians are familiar with the blue 24-page 
passport. It is currently issued to over six million 
Canadian citizens and is used for occasional travel, such 
as vacations and business trips. It accounts for 98 per- 
cent of all travel documents issued. The passport 1s 
valid for five years. Children under 16 may be added 
to a parent's passport or they may have their own. 
The 48-page passport very closely resembles 
the 24-page passport, but its extra pages make 
it more convenient for frequent travellers, such as 


business people. 


In addition to these documents, the Passport 
Office issues burgundy-coloured Diplomatic 
Passports to Canadian diplomats, top ranking gov- 
ernment officials, diplomatic couriers and to private 
citizens nominated as official delegates to diplomatic 
international conferences. 

The Office also issues Special Passports to people 
representing the Canadian government on official 
business. These include members of the Privy Council 
who are not members of the Cabinet, Members of 
Parliament, provincial Cabinet members, public serv- 
ants and private citizens nominated to conferences that 
are not diplomatic in nature. 

Diplomatic or Special Passports may be pro- 
vided to the families of officials if they are also trav- 
elling at public expense. The Minister of Foreign 
Affairs and International Trade determines eligibil- 


ity. Diplomatic and Special Passports are valid for 


Certificates of Identity are issued to non- 
Canadians legally landed for less than three years who 
are stateless or unable to obtain a travel document from 
their country of origin and who have resided in Canada. 
The Certificate of Identity is endorsed for travel to 
countries specified in the document and valid for not 
less than one year or more than two years, with one 


year extension periods up to a maximum of three years. 


Long-term and future services 

The Passport Office is constantly looking for new 
technologies to improve our efficiency and service to 
clients. We have made significant progress in imple- 
menting the Technology Enhancement Plan which 
is designed to incorporate modern technologies in the 
issuing process of Canadian travel documents. It is 
hoped that changes such as Wide Area Networks 
(WAN) and fibre optics will improve our link within 


?>The rising popularity of rail travel in the mid-19th century led to an explo- 


sion of tourism throughout Europe and caused a complete breakdown in the 
European passport and visa system. In answer to the crisis, France simply 
abolished passports and visas in 1861. Other European countries followed 
suit and by 1914, passport requirements had been eliminated practically 


everywhere in Europe...until World War One. < 


five years, but entitlement to them ends upon ter- 
mination of the official status of the bearer or on 
the date of the termination of the official duty. 
When the entitlement ceases, the passport must be 
returned to the Passport Office. 

Canadians stranded abroad may be issued replace- 
ment or emergency passports by Canadian missions 
on behalf of the Passport Office. 

Refugee Travel Documents are issued to persons 
who have been determined by Citizenship and 
Immigration Canada to be refugees under the 1951 
United Nations Convention on the Status of 
Refugees and are legally landed (or on a Minister's 
permit pending landing) in Canada. Refugee Travel 
Documents are endorsed for travel to all countries, 
except the holder's country of origin. They are valid 
for two years but may be extended for an additional 


period of one or two years, to a maximum of five years. 


the department and allow the rapid exchange of infor- 
mation regarding our clients. 

The Passport Office plans to introduce a pass- 
port card, and surveys indicate great promise. Its 
purpose is to facilitate movement across the 
Canada-US. border. 

Recent trial tests of CANPASS at the Vancouver 
International Airport were conducted to demon- 
strate the benefits of this transboundary travel doc- 
ument, designed for use by the frequent US.- 
Canada business traveller. 

The Passport Office hopes to continually 
respond to the travel and business needs of Canadians. 
It is a needed service that we are proud to undertake. 
We try to make the first step, and every step, that much 
easier. This year has demonstrated that the Passport 
Office is quite capable of adapting to change and that 


its services and employees know no boundaries... 
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Providing quality services is extremely 
important to the Passport Office. The 


ease with which people can travel, both 
for pleasure and business, is an indica- 


tor of our services and Success... 


In 1969, the Royal Commission on Security sup- 
ported plans to open regional passport offices across 
Canada to provide better service to the public. Three 
regional offices opened in 1970, in Montreal, 
Toronto and Vancouver, to accept and process appli- 
cations submitted in person. Today, there are 28 
offices across Canada which process more than 80 
percent of the million and a quarter Canadian pass- 
ports issued each year. 

Providing quality services is extremely important 
to the Passport Office. The ease with which people 
can travel, both for pleasure and business, is an indi- 
cator of our services and success, particularly with con- 
sistently increased demands for travel between 


Canada and the United States. 


During the last fiscal year, numerous achieve- 
ments in short- and long-range plans resulted in 
improved efficiency and effectiveness, and the 
regional offices achieved significant results in numer- 
ous objectives. 

The Passport Office has four regional opera- 
tions: Western, Ontario, Central and Eastern. There 
are 28 passport-issuing offices across the country 
from St. John's, Newfoundland, to Victoria, British 
Columbia. The Chief Executive Officer, four func- 
tional directors and 21 managers operate from Head- 
quarters, and there are four operational directors and 


28 managers in regional offices and headquarters. 
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Regional summaries 

In Eastern Operations, comprised of St. John's, Halifax, 
Fredericton, Jonquiére, Sainte-Foy, Laval, Saint- 
Laurent and Montreal, 274 889 passports were issued. 
Because of the successful training, business develop- 
ment and empowerment of passport examiners this 
year, any and all customer enquiries could be addressed 
and resolved at this first point of service. Guidelines 
to address the most complex and frequently asked 
questions were also developed, resulting in better client 
services and faster response times. Plans to improve 
the reception areas for clients was implemented in sev- 
eral offices. The successful use of debit/credit cards 
resulted in more effective services in Montreal, and 
will soon be implemented elsewhere. Recently, it was 
recognized that remote areas of the region have dif- 
ficulty in accessing Passport Offices. As a result, 
improved outreach projects and accessibility strate- 


gies have expanded services. Promotional material was 


sonal safety. Finally, the Western district also imple- 
mented a de-layered organizational model, and 
empowered examiners. 

The Ontario Directorate, with offices in 
Brampton, Hamilton, Kitchener, London, North York, 
Scarborough, St. Catharine's, Thunder Bay, Toronto 
and Windsor, reported issuing 447 254 passports. 
Productivity remained high despite uneven client flow, 
mostly through the co-operation and willingness of 
staff to assist in other offices. A new system for pro- 
viding weekend services was initiated, with one point 
of service for the entire region. As well, two pilot 
offices successfully implemented the debit/credit card 
service. With the development of outreach projects, 
teaching aids and promotional material, awareness of 
passport services and procedures were promoted across 
the region. Practices and procedures were evaluated, 
and improvements were made with a direct result on 


service and efficiency. The pioneering of a Helpdesk 
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produced in a variety of media formats. 

The Western Directorate, with offices in 
Winnipeg, Regina, Saskatoon, Edmonton, Calgary, 
Vancouver, Surrey and Victoria, issued 317 156 pass- 
ports. The Surrey call centre opened this year, receiv- 
ing 240 037 calls from the region, 31.3 percent of 
which were operator handled. Pilot offices success- 
fully implemented the debit/credit card service, and 
about 30 percent of clientele took advantage of the 
option. New processes were implemented to serve the 
Department of National Defence (DND) and received 
noticeable and positive results. Established partnerships 
with provincial and federal government organizations 
including the RCMP, CIC, provincial governments and 
consular services abroad improved information shar- 
ing. The Western region annotated video library pro- 
vided home study in such areas as management, 


customer relations, information technology and per- 


service was directed specifically for improving systems 
for archiving and retrieving information, and 
improved the operational efficiency of system pilots. 
Empowered examiners enhanced their skills to pro- 
vide improved services. 

Central Operations, with offices in Hull and 
Ottawa and with responsibilities for the mail-in serv- 
ice, Refugee Travel Documents, Certificates of Identity 
and Official Travel, reported that net productiv- 
ity and performance was maintained, and 276 921 
passports were issued. The conversion of passport 
examiners by empowerment improved client serv- 
ices. Travel shows and presentations promoted pass- 
port services, as did tours for visiting dignitaries. 
Revised passport application tracking systems 
improved services with the House of Commons, and 
service quality was evaluated and overseen for the 


major client-DND. 


Passports 
issued by 
region 

(in thousands) 


In all regional directorates, effective automated 
telephone services were developed and made oper- 
ational this year, and were able to respond to a large 
number of calls 24 hours a day. The telephone serv- 
ices are under constant revision and improvement to 
enhance services: as new cases arise, the automated 


service expands to respond to these questions. 


Goals > The Passport Office set out to deliver its man- 
date through a number of specific objectives identi- 
fied in the 1996-97 business plan. The following are 


outlined goals, followed by the results. 


Goall: To proceed with the Technology 
Enhancement Plan, testing and analysing 
new processing systems and procedures which 
will apply innovative information technolo- 
gies to the production of machine-readable 


travel documents. 
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Phase HI of the Technology Enhancement 
Plan was successfully completed, and many aspects 
of Phase IV have begun. The greatly enhanced 
technological developments increase the eftective- 
ness of human resources, and improve the speed 
with which services can be provided. 

The system being developed for capturing, 
archiving and retrieving information was incorporated 
with special cases according to plan. The preliminary 
design for this system's architecture and complete 
equipment list was approved. The software was deliv- 
ered for acceptance testing and the system was tested 
and validated, with any problems recorded and for- 
warded to the Contractor for correction. 

For pilot implementation, all the equipment nec- 
essary to install local and wide area networks con- 
necting the five pilot offices with main headquarters 


Central Index was procured, inventoried and prepared 


for shipment to pilot sites. The headquarters site was 
installed with database equipment and related 
peripherals, all of which were tested, validated 
and inventoried. 

Procedural, user and training manuals on the 
archiving and retrieval system were developed and pro- 
duced in preparation for the training for the pilot office 
staff and management teams. Training schedules were 


prepared and approved. 


Goal 2: To plan the introduction and seek 
authority to undertake pilot tests of a new 
passport card, which will take advantage of 
new technologies and offer Canadian travellers 
a secure, machine-readable document to expe- 
dite their travel to and from the United States 


and other countries not requiring passports. 
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The Passport Office and CIC produce a travel 
document and an identity document, respectively. 
These documents, whether issued for travel or for a 
person's status, are produced only after the national- 
ity and status of the bearer have been authenticated. 

In conjunction with CIC, meetings were con- 
vened to develop passport and citizenship cards. Due 
to the memory capacity requirements of these doc- 
uments, the two government departments determined 
that optical card technology is required. 

The objective of the Common Card Technology 
project team is the selection of a card technology and 
the design and development of actual card stock. All 
requirements (security, efficiency, etc. will be 
addressed by co-operative efforts of both departments, 
resulting in lower production costs and increased oper- 


ational efficiency. 
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In addition to the passport cards, pilot tests 
have begun for the CANPASS project. These 
CANPASS cards were issued to frequent US.-Canada 
travellers, with the hope of improving effi- 
ciency for regular business travellers. The Vancouver 
Passport Office continued the issuance of the CAN- 
PASS optical memory cards for the Vancouver 
International Airport pilot project. Information was 
downloaded via modem to the CANPASS worksta- 
tion, where the cards are produced, and then 
shipped to the airport centre. In addition to the 
CANPASS cards, the Passport Office was responsible 
for the operation of the CANPASss—Airport 
Enrollment Centre. The acceptance for registration 
and applications was set up, which included the 
review of applications to confirm the accuracy of 


information, identity and nationality. 


Goal 3: To refine the Passport Office's service 
culture to ensure that it responds to our clients! 
expectations by enhancing our service standards 
and performance measurement mechanisms, 
introducing debit and credit card technology, 
reviewing service delivery modalities, providing 
on-line information on the Internet, and intro- 
ducing new outreach services to our clients. 
The recently completed National Client Survey 
has provided guidance in our work towards 


improving service culture. 


Numerous aspects of this goal were achieved by 
the Passport Office this year. As described by the 
regional offices, early success was demonstrated by the 
credit/debit card system. As well, an Internet web- 
site is in place to explain the history and services of 
the Passport Office. Further, there were a number of 
successful outreach projects, promotional campaigns 
and kits, and educational aids (videotapes, films, etc), 
including an award winning video. 

The Passport Office has also improved efficiency 
by simplifying internal procedures, including Date of 
Birth variations and Master Index updates, and the 
design of forms and manuals. 

The Birth Certificates Book was rewritten using 
the Information Mapping Method and sample birth 
documents were scanned and are now available elec- 
tronically for viewing, As well, numerous publications 
and manuals are now available electronically, allow- 


ing wider access by staff. 


This year, Passport Policies, Operating Procedures, 
Written Communications Procedures, and Adminis- 
trative Procedures were amended and improved. 

Records management provided information on 
administrative files with speed and efficiency this year, 
and responded to 35 000 microfilm requests abroad, 
and 100 000 microfilm requests within Canada. 

The evolution of the quality audit positions man- 
date has generated results this year. Auditors' ongo- 
ing instructions to missions and their contributions 
towards the consular training program have resulted 
in a decrease in the number of errors made by mis- 
sions despite an increase in the number of applica- 
tions processed. Continued participation on the 
consular training program was very beneficial this 
year, as we act on a more "as required" basis to train 
consular staff. The introduction of the Consular pass- 
port issuance program at missions greatly contributed 
to the quality of services this year. 

This year, the introduction of the Policy 
Decision Request system allowed key cross-section- 
al and operational issues to be reviewed and inves- 
tigated so that all relevant policy and procedural 
solutions can be examined. 

Future quality service goals have also been set, 
including the introduction of data downloading to 
allow for instantaneous entry to the Master Index of 


passport records from missions and regional offices. 


Driving ahead 

This year, the Passport Office celebrated considerable 
advancements in its operational, organizational and 
service quality, and considers the results of pilot pro- 
jects and operational projects as positive and con- 
structive feedback. New services and technologies 
allow the Passport Office to reach a larger audience, 
and to promote the success of the Agency. A high 
volume of complimentary correspondence was 
received from clients, and service demands continue 
to increase. As a result, the Passport Office will con- 
tinue its long-term plans, and to consistently aim to 


improve quality and expand services. 
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The security and safety of travelling 


in a foreign land, along with readily 
available consular services, is what 


the Canadian traveller abroad has 
always enjoyed from a Canadian 


passport. ..a feeling of safety, the 
freedom from danger, and the free- 


dom to travel. 


Smuggling, drug trafficking, espionage, terrorism, 
organized crime, illegal immigration, the importa- 
tion of guns, munitions, chemical weapons and 
atomic devices...these are some of the things that law 
enforcement agencies are trying to keep from your 
doorstep. The integrity of security procedures for the 
Passport can assist law enforcement agencies in pro- 
tecting the borders. 

The security and safety of travelling in a foreign 
land, along with readily-available consular services, 
is what the Canadian traveller abroad has always 
enjoyed from a Canadian passport. ..a feeling of safety, 
the freedom from danger, and the freedom to travel. 

For the Passport Office, law enforcement agencies, 


the Department of Justice, the government and the cit- 


izens of Canada, the most sensitive concern, one of polit- 
ical, economic and cultural repercussions, is that of secu- 
rity. The increasing movement of people around the 
world, both legally and illegally, will increase demands 
to enhance the security and integrity of the passport. 

The Passport Office believes it has a duty to 
contribute to the safety of all Canadians, both abroad 
and at home. 

International and national security continues to 
be a key issue for many nations. The Passport Office 
must meet the requirements of maintaining high levels 
of security and improving and easing travel for its cit- 
izens. The objective is to increase the level of secu- 
rity while not adversely affecting the passport holder 


or level of service. 
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Canada is a key entry point and desirable des- 
tination for criminals, smugglers and illegal immi- 
grants for several reasons—one being the high 
standard of living enjoyed by Canadian citizens; 
another, easy access into the United States. 

Whenever individuals evade the customs and pass- 
port securities, enormous human and financial resour- 
ces are expended to investigate, prosecute and extradite 
them. There is also an enormous strain placed on law 
enforcement agencies to track illegal individuals and 
organizations, from terrorism to drug trafficking, from 
smuggling rings to espionage. While these issues rarely 
come before the public eye, repercussions from mistakes 
have an extremely high profile, as well as being polit- 
ically, economically and socially damaging. 

The Passport Office achieves the goal of secu- 
rity by developing a document that has numerous 
security features and trademarks. Strict procedures are 
followed that ensure the authenticity of the passport 
and the eligibility of the applicant. This level of secu- 
rity provides comfort and security, home and abroad, 
for all Canadians and foreign government authorities. 
Due to the high cross-border travel between the 


United States and Canada, a special sensitivity exists. 


Goals >The Passport Office set several distinct goals 
regarding security for 1996-97. 


Card Technology: Secure and Easy Access Into the 
United States... 


Goal 1; As already mentioned, the introduction 
of machine readable cards for travel to the 
United States, to provide a secure way of cross- 


ing the border with minimized delay. 


The Passport Office selected optical cards and 
is in the process of having them tested for tamper 
resistance and durability by an independent testing 
laboratory. The card uses the most advanced optical 
card technology and maximizes the memory capa- 
bilities to accommodate the combined needs of the 
Passport Office and CIC. These measures are being 
tested with the utmost care, with the awareness that 
electronic information is to be protected. 

In addition to card technology, security measures 
were also taken with the CANPASS—Airport 
Enrollment Centre—a pilot project to test the effec- 
tiveness of passport cards used by frequent cross- 


border travellers at the Vancouver International 


Airport. Two passport officials were assigned to accept 
applications for the project, which included con- 
firming the applicant's identity and nationality and 
referring the file electronically to the CANPASS 
Registration Centre...all information of the bearer 
was confirmed and approved by the authorized offi- 
cial, and complete security precautions were taken. 

So far both projects have shown great success, 
and once fully tested, should prove to be a strong and 
secure measure to deter illegal crossing while main- 


taining speedy access between the two countries. 


Goal 2: To initiate steps leading to the intro- 
duction of the next generation of passports 
with the objective of preventing counterfeit or 


altered travel documents. 


In preparation for the next passport design, the 
Security, Policy and Entitlement directorate has entered 
into productive discussions with most of the major play- 
ers in the security ink, paper and printing business. As 
well, initiatives have been taken to study and imple- 
ment new/emerging technologies and systems. 

Improvements in the exchange of information 
from central headquarters to regional offices, and 
future improved electronic linkages were studied, with 
the view to improve security procedures. With care- 
ful consideration, both for the protection of individ- 
ual information and national security, these electronic 
connections will meet regulatory information tech- 


nology security standards. 


Goal 3: To examine opportunities and parameters 
for the Passport Office to apply its expertise in 
document security by conducting a quality con- 
trol evaluation of deliveries by manufacturers on 
behalf of other Canadian government organiza- 


tions responsible for secure documents. 


The quality assurance evaluation of deliverables 
on behalf of other Canadian government organizations 
responsible for secure documents had to be postponed 
this year. While much work and effort was applied 
by the Passport Office, a satisfactory agreement with 
what was then the Canada Communications Group 
could not be achieved prior to their privatization. 

The Passport Office plans on continuing this 
objective, and will continue negotiations to provide 
expert services to other departments and organiza- 


tions regarding secure documents. 


Goal 4; To maintain the integrity and reputa- 
tion of Canadian travel documents, conducting 
projects to help us detect and prevent the 
fraudulent use of Canadian passports, and com- 
municating with the public, stakeholders and 


third parties concerning fraud prevention. 


The Passport Office has produced the passport 
brochure detailing the major security features of the 
current passport and providing an expert contact source 
to external organizations for additional advice, guid- 
ance and expertise. This material is being made avail- 
able to border control authorities throughout the world. 

The Passport Office worked closely with 
Interpol this year and participated on international 
conferences to address the issue of fraudulent travel 


documents and to set strategies against such problems. 


prosecuted cases and investigations, as well as pass- 
port security details, is shared with law enforcement 
agencies (nationally and internationally) to establish 
anti-counterfeit and anti-smuggling strategies. The 
Passport Office is available to assist law enforcement 
agencies 1n investigations. 

It is this sort of strategy and partnership that 
makes future abuses, counterfeiting, forgeries and 
altered travel documents identifiable, and establishes 
the Canadian passport as a very secure document, 


recognized worldwide. 


Keeping the pace 

This year, the Passport Office feels very strongly about 
its achievements in the area of security. Advancements 
in technology, machine-readable access cards, and 


security counter measures all had successful results, 


?> Between 1947 and 1970, Canadians could apply only by mail to Ottawa 


for a passport. Requirements were very simple, and applicants claim- 
ing birth in Canada didn't have to provide proof. Within a few years, how- 


ever, the number of lost and stolen passports rose, pointing out the need 


to tighten requirements. The shock of broad press coverage following 


the assassination of Martin Luther King Jr., whose killer, James Earl Ray, 


had escaped arrest while travelling on a fraudulently-obtained Canadian 


passport, reinforced the need for changes. < 


The Security, Policy and Entitlement directorate 
Standards 


Organization (ISO) working group for passport spec- 


participated on the International 
ification standardization for machine-readable travel 
documents, and also the International Civil Aviation 
Organization (ICAO) working party meetings on har- 
monizing machine readable travel documents. The 
issue of security is foremost on the agenda. 

The Passport Office has expanded partnerships 
with CIC, RCMP and provincial agencies, and it 
continues to have a positive impact towards opti- 
mizing security. 

For instance, the RCMP has always led the inves- 
tigation and identification of active alien smuggling 
organizations, travel document counterfeiters, doc- 
ument vendors, alien couriers/escorts and both smug- 


gling routes and trends. Information regarding 


and contributed greatly to our achievements. 
Relationships with external law enforcement and gov- 
ernment organizations have enhanced information 
sharing, and have led to a united front in addressing 
the needs of the individual and of the Government 
of Canada. Canada strives to remain at the leading 
edge in technological developments in passport design 
and processing systems with the goal of protecting the 
integrity of the travel document and remaining cur- 
rent with international security technology. 

The security and technological projects taken and 
completed during 1996-97 were successful stepping 


stones into a secure 21st century. 


The Passport Office operates under 
a revolving fund. This means that all 


expenses are met from fee revenue. 


There is no annual parliamentary 
appropriation, and the service is 


supported by the applicant rather 
than the taxpayer in general. 


This year, as is the trend, there is continuous public 
pressure on the government to increase efficiency, 
reduce costs, and provide a clear and straightforward 
reporting of how the money is spent. The pressure 
arises from the central agencies as well as from the 
public. The question is not so much how much money 
is being spent, but rather whether the funds are effec- 
tively managed and most beneficially applied. 

In 1990, the Passport Office became a Special 
Operating Agency (SOA). These agencies, currently 
numbering over 15, were structured by the govern- 
ment to promote sound business practices and effi- 
ciency in the delivery of government programs. As 


an SOA of the Department of Foreign Affairs and 


International Trade (DFAIT), the Passport Office oper- 
ates under a revolving fund. This means that all 
expenses are met from fee revenue. There is no annual 
parliamentary appropriation, and the service is sup- 
ported by the applicant rather than the taxpayer in 
general. The fees charged for travel documents have 
remained unchanged since 1992. The $25 Consular 
Services Levy is collected by the Passport Office on 
behalf of DFAIT. 


Goals> This year, we implemented numerous pro- 
jects and organizational changes that resulted in both 


short- and long-term savings for our organization. 
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Technology cost-benefits and organizational refinement: 


Goal 1: First and foremost in our goals was the 
expectation that technological advancements and 
processes (information systems, credit/debit 
cards, CANPASS) would provide more cost-effec- 


tive solutions to our services. 


Studies show that a successful implementation 
of the common card technology initiatives will 
result in lower production costs, strengthen opera- 
tional efficiencies and support the initiatives being 
staged by the other Passport Office and CIC co- 
operation project teams. 

With the 


credit/debit card use, more cost-effective financial 


successful implementation of 
processes result in higher benefit/cost. 

The Wide Area Network implemented to con- 
nect Ottawa, Montreal, North York, Kitchener and 
Vancouver to the Headquarters LAN improved the 
efficiency of e-mail and data communications, and 
paved the way for Internet access and the automat- 
ed system pilots. 

Fibre optics at headquarters was expanded to 
include connections to a new cable room and the 
installation of a high speed networking switch in the 
computer rooms. This allows expanded services offered 
over the LAN without affecting desktop performance. 

Telephone technology resulted in the effective 
delivery of automated systems, greatly reducing the 
strain on human and financial resources, and 
improving customer service. 

With improved records management operations, 
the Management Services directorate was able to pro- 
vide cost-effective microfilm services here and abroad. 
A study for an automated records management system 
was completed, and a contract was awarded to install 
the Foremost system, which has full records man- 
agement and electronic document retrieval capabil- 
ities. It will greatly improve cost-effectiveness by 
providing more timely on-line retrieval of informa- 
tion to offices across the country. 

Templates were created to allow electronic access 
and creation of frequently used documents (memo- 
randums, facsimile sheets) instantly, thus reducing the 
production and printing cost of these documents in 
hardcopy form. The electronic forms software 
(Informs) was used to create forms as masters for users 


to complete electronically, reducing the composition 


costs associated with the preparation of masters 
for printing purposes. 

Electronic versions of manuals, policies, oper- 
ating procedures and other documents in produc- 
tion this year and next will greatly reduce printing, 
publishing and purchasing costs, as will the elimi- 
nation of word processing positions (instead con- 
tracting is acquired as needed). 

Mail Support Services instituted a passport appli- 
cation tracking system using bar-coding in the House 
of Commons mail service. 

A new trouble ticketing/inventory system was 
implemented in order to better track and record help 
requests, which in turn results in a better track of sup- 
port calls and the development of more cost-effec- 


tive responses to these issues. 


Goal 2: To improve the Passport Office's man- 
agement framework for business planning and 
budgeting, and to support effective decision- 
making by managers in the Passport Office by 
streamlining and integrating administrative and 


financial processes and information systems. 


A revised Passport Office budgetary cycle along 
with a new resource planning framework was imple- 
mented. This provided the Executive Committee with 
more frequent budgetary forecasts and a standardized 
information base from which to review and approve 
projects and directorate base budgets. 

With the streamlining and integration of 
improved administrative and financial processes, 
improved decision making by management became 
more feasible. The increased access to the financial 
management information system will result in more 
effective financial planning. Configuration, proto- 
typing and training for the system will take place 
during 1997-98. 

New processes with DND reduced the exam- 
ination process, and expanded the cost effectiveness 
of services, as did the post-billing process. 

With implementation of "flying squad" strate- 
gies (the re-assignment of human resources to areas 
of high service demand), more cost-effective meth- 
ods for utilizing human resources were successful, 
particularly with the use of part time, casual, sea- 
sonal and student help. 

As well, a Corporate Secretariat was created as 


a pilot project within the Passport Office to address 


The 


Secretariat handles matters where independence from 


issues that concern external stakeholders. 


other functions and operations are most appropriate 
for both the organization and the department. The 
Secretariat also took the lead in dealing with hori- 
zontal issues in government (sharing of common data, 
locations, services, etc.), as well as responsibility for 
internal audits. It is intended for the Secretariat to 
broaden its mandate to include vertical integration 


with other governmental partnerships and/or co- 


operation with the private sector, Crown corporations 
or other agencies. 

Emphasis on long-term strategic planning has 
resulted in the identification of four strategic imper- 
atives, the implementation of a process to address cru- 
cial issues and challenges to the Passport Office, and 
the introduction of a systematic approach to managed 
change. The new strategic planning process will 
develop a shared plan and vision that will guide our 


decision-making over the next four years. 


?> One of the earliest mentions of passports dates back to about 450 BC. 


Nehemiah, an official serving King Artaxerxes of ancient Persia, asked per- 


mission to travel to Judah. The King agreed and gave Nehemiah a letter “to 


the governors of the province 
beyond the river,” requesting 
Safe passage as he travelled 
through their lands. 


Canadian passports still carry 
such a letter of request. Inside 


the front cover is a letter issued in the name of Her Majesty the Queen. Like 


Nehemiah’s letter, this also requests safe passage and protection for the bearer. 


Not until the reign of King Louis XIV of France did these “letters of request” 


become popular. The King granted personally signed documents to his court 
favourites. The letter was dubbed “passe port” literally meaning “to pass 


through a port” because most international travel was by sailing ship. Hence 
the term “passport”. < 


successful alliances with provincial 


governments resulted in expanded 


services. For instance, a pilot project 


was initiated such that clients could 
request birth certificates through 
Passport Offices in Quebec. 


While there are more obvious roles to be played with 
CIC, Revenue Canada and the RCMP in the devel- 
opment of secure and effective passport procedures, 
documents and services, there are also numerous other 
responsibilities. There are international commitments 
to security, government-wide strategic policies and 
cost-sharing initiatives, and external outreach projects 
with schools, consular services and non-profit 
organizations. The Passport Office takes its external 
responsibilities seriously and is committed to the activ- 


ities of its partners. 


Goals> There were two general goals set out in the 


business plan this year. 


Goal 1: To persistently improve communica- 
tion, co-operation, joint projects and shared 
resources between Citizenship and Immigra- 


tion, Revenue Canada, and the Passport Office. 


Goal 2: To maintain the integrity and reputa- 
tion of Canadian travel documents, conducting 
projects to help us detect and prevent the 
fraudulent use of Canadian passports, and 
communicating with the public, stakeholders 


and third parties concerning fraud prevention. 


The Passport Office succeeded in fostering part- 
nerships and promoting passport services beyond 


expectations during 1996-97. 


Provincial 

Successful alliances with provincial governments 
resulted in expanded services. For instance, a pilot 
project was initiated such that clients could request 
birth certificates through Passport Offices in 
Quebec. Application information was also readily 
available at numerous provincial government offices 
throughout the province of New Brunswick, pro- 
viding for easier access to our services. Partnerships 
with provincial Vital Statistics and provincial Motor 
Vehicles offices (in conjunction with the RCMP 


and CIC) helped improve information-sharing 
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processes for easier authentication of identification 
and passports. Management of the Regional offices 
participated on the Councils of Senior Federal 
Officials in their provinces. The regional councils 
report directly to the Clerk of the Privy Council 
Office and the Secretary of the Treasury Board to 
provide policy input for government agenda. In the 
Western Region, our Director served as Chairperson 
of the Council for British Columbia and Alberta. 


Other departments 

To improve the speed with which we can process appli- 
cations, improved partnerships have been established 
and reinforced this year with CIC, RCMP and Rev- 
enue Canada. Services were greatly improved for one of 
our major clients—the Department of National Defence. 

Participation with Revenue Canada and CIC 
furthered the goals of machine-readable passport/iden- 
tification documents and cards. The ultimate goal 
being an automated primary inspection line. The new 
passport card is expected to be functional in any 
frequent flyer system at Canadian and US. airports. 
Partnerships with these departments are leading to 
the improvement/development of a new breed of 
machine-readable travel documents, procedures and 
security specifications. 

Four co-operative projects were initiated with 
Citizenship and Immigration Canada this year to 
improve services to the public. 

First, the co-location pilot initiated plans for a 
common reception and potential front counter envi- 
ronment. While behind the scenes, each department 
will operate its distinct services, the initial contact with 
the public has many similarities. With shared front 
counter environments, extended service hours, bilin- 
gual services, improved information sharing and more 
comprehensive program information, greater efficiency 
could be achieved by both departments. A pilot of this 
initiative will be located in London, Ontario. 

Second, the concurrent application pilot, 
aimed at new Canadian citizens applying for pass- 
ports, recognized that the information collected by 
both departments for new citizens and for passports 
is similar. Both departments will co-operate and 
co-ordinate application processing, with the hope 
of soon having one common application for both 
the Citizenship Certificate and the passport. These 
modifications streamline the process and are more 
cost-effective. Pilots will be implemented in Alberta 


and Nova Scotia. 


Third, the shared services project will improve 
information sharing and joint operations. Telephone 
operators will respond to general non-case specific 
questions regarding both CIC and the Passport Office. 
Plans will be implemented at all call centres. 

Fourth, the common card technology has 
achieved significant results, as mentioned earlier. 

In addition, collaboration with CIC this year 
involved the issuance of Canadian passports during 
a Citizenship ceremony to celebrate the 50th 
anniversary of the Citizenship Act. Additionally, a part- 
nership was established with the RCMP to support 
the Missing Children's program—the Passport Office 
plan to take a greater role in this activity. 

Continued achievements to the Technology 
Enhancement Plan were made easier by liaison with 
various Officials of the Treasury Board Secretariat and 
DFAIT. By designing and developing various public 
counter models and by managing the required lease- 
hold improvements for the pilot offices, service con- 
ditions were improved. There was also a clear 
improvement in communications with DFAIT and 
missions with the installation of a few Signet stations. 
Signet stations are stand-alone high-security com- 
puters, and were developed to improve co-ordination 
between the Passport Office and DFAIT. 

Improvements in the delivery of passport serv- 
ices to DND were fulfilled this year. A new process 
was implemented in the Western Region. The 
Passport Office provided services onboard ships and 
examined 200 applications in 3.5 hours, reducing the 
amount of time greatly compared with normal serv- 
ices. Fees for services were administrated later, greatly 
reducing time lost by outgoing and incoming DND 
exercises. In addition, centrally, services and improve- 
ments were provided to DND, with concentration 
placed on co-ordinating changing volume demands 
to respond to their major downsizing exercises. 

Continued annual participation in a Four 
Nations Conference (United Kingdom, United States, 
Australia and Canada) led to discussions regarding new 
security results and solutions. The conference was hosted 
by the United Kingdom. Next year, Canada and the 
US. will jointly host in Boston, Pittsburgh and Ottawa. 


International relations and the U.S. connection 

With increased government initiatives to improve trade 
and reduce trade barriers, accessible and easy travel for 
business is a high priority. Projects like machine- 


readable passports, improved communications 


(information systems, LAN and WAN connections), 
the reduction of overlapping activities with Customs, 
and joint efforts with US. agencies are all aimed at 
making secure travel easier. Greater co-operation, joint 
security strategies, and cost-shared initiatives provide 
easier access for the business person and traveller 
alike. Every day, we take steps to make trouble-free 
access a reality. 

But our concerns do not end at the US. border. 
Canada has a responsibility for addressing international 
issues and concerns of other countries, as well as par- 
ticipating fully in international policy and strategic 
development. 

The Passport Office organizes, leads and par- 
ticipates in working groups, projects and committees 
involving international bodies and foreign govern- 
ments. Co-operation this year with the International 
Standards Organization (ISO) and the International 
Civil Aviation Organization (ICAO) supported the 


Other organizations—moving in tandem 

The Passport Office contributes greatly to the activ- 
ities of other government organizations, charities and 
non-profit organizations. For instance, information 
on passport services was given at a constituency meet- 
ing in Scarborough, Ontario. A meeting with Metro 
Members of Parliament (MPs) allowed the Passport 
Office to provide guidance in dealing with their con- 
stituents on passport issues. 

In addition, our offices continued to offer 
Outreach services to school and church groups, and 
passport videos were loaned as teaching aids. 
Presentations were made at colleges on the history 
of the Passport Office. Passport kits were provided 
to schools, travel agencies, MP and MLA offices. 

The Passport Office people helped the United 
Way go well beyond its projected goals by provid- 
ing initiative, imagination and fun. Funds were 


raised for the Cancer Fund, various Food Banks, the 


? > When war broke out in 1939, the United States government announced 


that Canadians would need passports and visas to cross the border. At that 


time about half a million Canadians travelled to the States each year without 


any documentation. Tensions rose at border crossings when American border 
officials began searching Canadian travellers. When a hearse was detained 


at the border, a riot broke out, the culmination of incidents that led to Canada's 


issuing of special wartime passports for travel to the United States. < 


development of secure procedures for such projects 
as the machine-readable passport cards to thwart 
smugglers and counterfeiters. Participation with 
INTERPOL this year led to successful clarification 
on the aspects of fraudulent travel documents and the 
development of effective security counter-measures. 
Great emphasis was placed on improving relationships 
with consular services, particularly Hong Kong and 
Singapore, and as mentioned before, more flexible 
passport services improved the effectiveness of con- 
sular services. Open relations to foreign governments 
improves Canada's place on the world stage—presen- 
tations were given this year to dignitaries from Brazil, 
Burkina Faso and Taiwan regarding the operations of 
Passport Offices. 

This kind of improved co-operation is an essen- 
tial component for making international travel safer, 


easier and accessible. 


Christmas Wish Fund, and the Children's Wish 
Foundation. Numerous community activities were 
enthusiastically and creatively supported by our 
people for such causes as Breast Cancer Research, 
the Cancer Society, AIDS, Multiple Sclerosis, Food 


Banks and various Christmas charities. 


Running the course 

The Passport Office achieved its expected goals when 
participating with other government and non-gov- 
ernment organizations. It realizes that this role will 
grow in the future, and that it requires as much care 
and concern from our people as possible. With the 
increasing strain on government financial resources 
and the emphasis placed on reducing overlap and on 
harmonizing operations, partnerships with other 


organizations become key to our success. 
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This year, the Passport Office imple- 
mented major initiatives in the areas 


of human resources strategic plan- 
ning, classification, training and 


development, career management, 
employee performance feedback, 


and a variety of other areas. 


The Passport Office is headed by a Chief Executive 
Officer who is accountable to the Deputy Minister 
of DFAIT for the Passport Office's operations and 
results. The CEO and the Agency's directors form the 
Executive Committee. This committee is responsi- 
ble for all policy and operational decisions. 

The Office is made up of the following nine 
functional and operational divisions: Corporate 
Secretariat; Management Services and Technology 
Enhancement Project; Human Resources Services; 
Finance and Administrative Services; Security, Policy 
and Entitlement; Western Operations; Ontario Oper- 
ations; Central Operations; and Eastern Operations. 
Services are provided at 31 points, including 28 issu- 
ing offices located throughout the country and a 
centralized mail-in service, Certificate of Identity serv- 
ice, and Official Travel service. 

Because of the significant commitment of our 


employees, the Passport Office continues to excel at 


providing economical, efficient and high-quality 
services for all Canadians. Our personnel have faced 
significant changes with a high level of authority 
and competence, and took on the necessary skills, 
training and development to continue to provide 
superior services. 

This year, the Passport Office implemented major 
initiatives in the areas of human resources strategic 
planning, classification, training and development, 
career management, employee performance feedback, 
and a variety of other areas. 

The management of the Passport Office believes 
that this was a very successful year simply because of 
the overall and demonstrated commitment of our 
people. Repeatedly, they demonstrated an ability to 
adapt to the changing corporate environment, 
to address changing technologies, and to participate 
in training and development to ensure that passport 
services meet the high standards that Canadians have 


come to expect. 
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Goals> The Passport Office had two clear human 


resource related goals. 


Goal 1: To empower employees at the opera- 
tional level, implementing a new organization- 
al structure in which passport examiner posi- 


tions are classified at the CR-5 level. 


The de-layering of our organization, since 1993, 
has been a gradual and lengthy process, an attempt 
to reduce our hierarchy to a maximum of four levels. 
This new organizational structure had a great impact 
on the Passport Examiner positions, as a process was 
undertaken to empower these positions to the CR- 
5 level in early 1996. Even with three years of prepa- 
ration, this was a large undertaking, and the 
backgrounds, experience and expectations of man- 
agement and staff across the country were taken into 
consideration—truly a team effort. Organizational re- 
structuring needed to take place both within exist- 
ing resource allocations and during peak service 
periods. We successfully achieved our goal. All mem- 
bers of the national team and management played 
major roles in the success of the project, and subse- 
quently, the necessary staffing actions took place. 

Throughout the organization, all passport 
examiners were assessed against the same expectations, 
and as anticipated, most qualified on the first attempt. 
Much of the success was due to the implementation 
of bridging/ training activities and testing tools. Thanks 
to the dedicated efforts of everyone involved, we are 


confident that 100 percent success is well within reach. 


Goal 2: To enrich our corporate culture in 
order to develop a well-informed, effective, 


service-oriented workforce. 


The employee recognition program has had great 
success this year. The existing award policy was 
reviewed and revised, and a new program imple- 
mented. A committee representative of all areas and 
levels of organization was created to evaluate and 
approve submissions and to determine suitable awards. 
New certificates were designed/developed and a pro- 
motional campaign was implemented to explain the 
program. Employees and management responded pos- 
itively to the new approach and award system. 

Training activities for piloting the new infor- 
mation capturing and archiving system were success- 


fully managed this year. We established a computer 


training course to prepare employees for the new auto- 
mated systems. The current training curriculum 1s 
expected to be complete by the end of 1997-98, and 
can be used by examiners who wish to improve their 
problem-solving and decision-making skills. 

An annotated video library developed by 
Western Operations provides employees the oppor- 
tunity for home study in such areas as management 
customer relations, operational information, and per- 
sonal safety awareness. 

Ontario Operations also implemented training 
initiatives for staff and a cross-cultural communica- 
tions workshop exclusively for Passport Office per- 
sonnel. In addition, a technical support advisor position 
was created to provide hands-on guidance to users 
and support to the archiving and retrieval system pilots. 

A variety of human resource policies were 
published and courses in staffing and staff relations 
were delivered throughout the Agency. The review 
of staffing legislation and accountability framework 
is ongoing, as is an evaluation of the human 
resource community. 

And finally, the Passport Office personnel also 
participated in the consular training program, both 
in Canada and abroad, and the course instruction 


proved beneficial. 


Propelling ahead 

The Passport Office as an organization is moving 
rapidly ahead, and its people are in step with the 
process. They have taken the initiative to resolve com- 
plex issues and to accommodate the needs of our clients 
in every reasonable way. Currently, there is an increas- 
ing demand within the Passport Office for people with 
strong leadership, communication, financial and strate- 
gic planning skills, but we recognize that the skills 
required in the future are rapidly changing at all levels 
in the organization. We need to develop the profile 
of competitiveness required to meet our future chal- 
lenges. While initially we are facing skill shortages in 
such specialized areas as information technology, the 
Passport Office is working hard to move towards the 
future. In the same sense that the passport 1s recog- 
nized as a strong symbol, so too 1s our staff recognized 
for their high quality and standards of excellence. Our 
goal is to keep them in step with our journey and the 


rapidly changing environment. 


Award of Excellence 
Vince Volpe 

Vicky Belair 

Susan Kelly 

Laura Harvey 

Line Gélinas 

Haifa Miller 

Phélice Cormier 
Leanne Bertrand 
Donna Youb 

Walter Morello 
Margaret Baerwaldt 
Catherine Walker 
Joanne Falconer 
Greg Kuzniuk 


Team Award 

Carl Morin 

Donna Coccitto © 
Johanne Ruel 
Sylvain Perreault 
Jeanne Caissie 
Sylvie Mathieu 
Michel Laverdure 
Marcel Martel 
Chantal Bérubé 
Diane Boiteau 

Guy Dufort 
Annette Pinto 
Millicient Reynolds 
Dimitra Diamantakos 
Fund Yilmaz 
Cora-Lee Simon 


Passport Office Award 


Modassar Ahmed (Commissionaire) 


Service to the Client 
Else Bens 


Appreciation Award 
Michéle Laflamme 
Trudy Bent 


Jean Kennedy 


Chantaal Shandler _ 
Diane Cloutier 
Gerlinde Yurkiw 

Yves Gauvreau 


Sylvie Lecompte-Monette 


Sébastien Giroux 
Nicole Urquhart 
Irene Brunea 
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The Passport Office honours...These 40 Passport Office employ- 
ees have been honoured for their contributions to a successful 
organization and operations 


measuring our success 


To measure its success, the Passport Office uses the 
following indicators of efficiency: volume, produc- 


tivity, revenue and expenditures. 


Volume 

Ninety-eight percent of the Passport Office's revenue 
is generated from the issuance of passports. Demand 
for passports is primarily a function of demographic, 


economic factors and weather in Canada as well as 


is acquired for “just-in-case” purposes or as symbol 
of Canadian identity, demand is elastic—the passport 
is not required for travel. Elastic demand is affected 
by the fees charged for the passport, location of 
Passport Offices, ease of application, weather, etc. This 
type of demand is difficult to accurately forecast. 

In 1996-97, the Passport Office issued a total of 
1 380 585 passports, both by the regional offices and 


missions, a decrease of 904 percent from last year. The 


Issued in Canada Issues % of Global issues 
Regular Passports 1,293,966 93.73% 
Business Passports 10,019 0.73% 
Special Passports 5,458 0.40% 
Diplomatic Passports 1,467 0.11% 
Certificate of Identity 1,155 0.08% 
Refugee Travel Documents 4000 7 0.29% 
Total 1,316,065 95.34% 
Issued at posts abroad x 
Regular Passports 53,831 3.90% 
Business Passports 9,133 0.66% 
Special Passports 48 0.00% 
Diplomatic Passports 371 0.03% 
Emergency 1,136 0.08% 
Letter of Introduction 1 0.00% 
Total 64,520 467% 
Global issues 

Regular Passports 1,347,797 97.63% 
Business Passports 19,152 1.39% 
Special Passports 5,506 0.40% 
Diplomatic Passports 1,838 0.13% 
Certificate of Identity 1,155 0.08% 
Refugee Travel Documents 4,000 0.29% 
Emergency IBS 0.08% 
Letter of Introduction 1 0.00% 
Total 1,380,585 100.00% 


the political climate in travel destinations. When a 
passport is acquired for imminent travel, the economic 
demand for passports is inelastic—travellers must have 
a valid passport to enter certain foreign countries. This 
type of demand is fairly stable and can be forecasted 
through the various demographic trends and travel 
statistics. Some fluctuations occur in this category as 
a result of changes in airline requirements for travel 


or country requirements for entry. When a passport 


decrease was unexpected, but was quickly understood, 
as last year's unprecedented increase was attributed 
to two atypical events: the increase in passports issued 
during the October referendum in Quebec and the 
anticipation of the introduction of the $25 Consular 
Levy (which we collect on their behalf). We imme- 
diately and successfully took corrective action to 
respond to the decrease. 


Although there was not a decrease in the amount 
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Passport Office performance targets 1996-97 


Turnaround Target 


1996-97 Forecast 


1996-97 Actual 1997-98 Forecast 


Applications received 
by mail 


97% in 10 days 
100% in 17 days 


88% in 10 days 
100% in 17 days 


97% in 10 days 
100% in 17 days 


Applications received 


97% in 5 days 


97% in 5 days 97 % in 5 days 


in person 100% in 7 days 100% in 7 days 100% in 7 days 
nnn LEE 

Productivity Target* 

All employees 2,630 2,639 2,423 

Production employees only 3,445 37359 Se2 2 


nn nn EEUU EEE 


*Productivity is expected to initially decrease during the pilots and rollout stages of the new information archiving and retrieval system. 


of international air travel in 1996-97, there was a strong 
decrease in demand for passports. This decrease 1s 
thought to be mainly for “just-in-case” passports 
which are more price sensitive than “passports-for- 
imminent-travel 2’ The addition of the consular serv- 
ices fee caused an increase of over 70 percent in fees 
to the client. As a result, client behaviour changed. 
They delayed renewing passports until they were 
needed for travel purposes and more parents included 
children on their own passports to avoid paying the 
fees for each child. 

Of the travel documents issued, over 95 percent 
were issued in Canada. Mailed-in applications 


account for approximately 16 percent of all issued. 


Productivity 
Historically, the productivity rate has been an impor- 
tant efficiency indicator within the Passport Office. 
Senior management uses productivity targets to allo- 
cate resources, monitor efficiency and develop 
short-term and long-term objectives. 
The productivity rate is defined as the number of 
travel documents issued per person-year. There are 
two variations: the first takes into account all Passport 
Office employees and the second includes operational 
employees only. 

The productivity rate is influenced by the sea- 
sonal fluctuations in demand for passports. As most 
travel occurs in the last quarter of the fiscal year, more 


staff are required at that time to process applications. 


The unexpected decrease in demand yielded 
slightly lower productivity. The Passport Office has 
a certain degree of flexibility in the workforce that 
allowed us to maintain a fairly consistent productiv- 
ity given the fluctuations in demand for the passport 


as well as for seasonal variations in demand. 


Revenue 

As a Special Operating Agency operating under the 
authority of a revolving fund, the Passport Office 
finances its operations entirely from revenues gen- 
erated by fees received for travel documents. Passport 
Office must break even over a four-year cycle. In 1996- 
97, revenue reached $48.8 million, a decrease of $4.3 


million (8.96 percent) from last year. 


Expenditures 

As a result of the decrease in volume and revenue, the 
Executive Committee took action to prevent a cash 
deficit. Deficit reduction measures were adopted that 
set priorities and parameters for spending including a 
freeze on projects that were not considered mission 
critical. These actions along with a decrease in inven- 
tory and the deferral of the TEP pilots, resulted in a 
cash surplus. Total expenditures for the year were $42.4 
million, $6.4 million lower than revenues for the year. 
The expenditures decreased $1.7 million (3.9 percent) 
from 1995-96. This resulted in a $2.369 million cash 


surplus or a $6.34 million surplus on an accrual basis. 


ae 
RAGS 
Sat 


Management Report 

The accompanying financial statements of the 
Passport Office Revolving Fund have been prepared 
as required by and in accordance with the policy of 
the Treasury Board on revolving funds and the report- 
ing requirements and standards of the Receiver General 
for Canada. The primary responsibility for the integrity 
and objectivity of data in these financial statements 
rests with the management of the Fund. 

These financial statements were prepared in 
accordance with the significant accounting policies, 
on a basis consistent with that of the preceding year, 
as set out in Note 2. Some of the information included 
in these financial statements is based on management's 
best estimates and judgements and gives due con- 
sideration to materiality. To fulfill this reporting 


responsibility, the Fund maintains a set of accounts 


M. S. Conway 
Director General, Client Services Bureau 
(Senior Full-Time Financial Officer) 


which provides a centralized record of the Fund's 
financial transactions. Financial information contained 
in the ministerial statements and elsewhere in the 
Public Accounts of Canada is consistent with that in 
these financial statements, unless indicated otherwise. 

The Finance and Administration Division of the 
Passport Office Revolving Fund complies with depart- 
mental financial management and accounting poli- 
cies, develops those specific to the Fund's requirements 
and issues manuals and directives which maintain these 
policies and which describe procedures. The Fund 
maintains systems of financial management and inter- 
nal accounting controls which provide management 
with reasonable assurance that transactions are 
recorded and executed in accordance with its author- 


izations and that its assets are safeguarded. 


L. Edwards 
Assistant Deputy Minister, Corporate 
Services Branch (Senior Financial Officer) 
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Statement of Accumulated Surplus for the year ended March 31, 1997 


1997 


1996 


Balance, beginning of year as previously reported 


Transfer of part of the accumulated surplus to the accumulated 
net charge against the Fund's authority account 


Net profit for the year 


32,484 


29,238 


(5,750) 
32,484 23,488 
6,341 8,996 


Balance, end of year 


Assets — Balance Sheet as at March 31, 1997 


Current—Accounts receivable 
Government of Canada 
Outside parties 


Inventories, at cost and average 
cost (note 3) 


Prepaid expenses 


38,825 32,484 


(in thousands of dollars) 


fi 1997 


Long-term receivable 
Capital (note 4) 
At cost 
Less: accumulated amortization 


Other Capital Assets (note 4) 
Technology Enhancement Plan Project 


Liabilities — Balance Sheet as at March 31, 1997 


133 
237 


1,651 


88 


2109 2,531 


12,093 10,830 
8,492 7,446 


3,601 3,384 


12,477 8,015 


18,187 13,930 


(in thousands of dollars) 


Current Accounts payable and accrued liabilities 
Government of Canada 
Outside parties 
Accounts payable 
Vacation pay 
Contractors’ holdbacks 


Current portion of the provision for employee termination benefits 


Deferred revenues 


Long-term 
Provision for employee termination benefits 


Equity of Canada 
Accumulated net charge against the Fund’s authority 


Accumulated surplus 


5,561 4,015 
3,206 3,022 


(29,405) (25,591) 
38,825 


Siti 


(in thousands of dollars) 


Statement of Authority Provided (used) 
for the year ended March 31, 1997 


- 


Net profit (loss) for the year 

Add: items not requiring use of funds 
Operating source of funds 

Net capital acquisitions 

Working capital change 


Other items 


Authority provided (used) 


Reconciliation of Unused Authority March 31, 1997 


1997 1997 1996 1996 
Estimates Actual Estimates Actual 
1,820 6,341 (5,417) 8,996 
Leo 1,641 2,389 1,852 
SHE 7,982 (3,028) 10,848 
(37) (5,921) (7,800) (3,515) 
(6,036) 1,968 2,624 (2,300) 
(1,660) 1,558 

(2,302) 2,369 (8,204) 6,591 


(in thousands of dollars) 


Debit balance in the accumulated net 
charge against the Fund's authority account 


Add: PAYE charges against the 
appropriation account after March 31 


Less: amounts credited to the 
appropriation account after March 31 


Net authority provided, end of year 


Authority limit 


Unused authority carried forward 


Statement of Operations for the year ended March 31, 1997 


1997 1996 
(29,405) (25,591) 
3,920 2,912 
225 262 


(25,710) 


(23,341) 
(4,000) 
(29,710) 


(4,000) 
27,341 


(in thousands of dollars) 


1997 1996 


Revenues 
Fees earned 
Miscellaneous revenues 


48,721 93,084 
39 72 


Operating expenses 
Salaries and employee benefits 
Provision for employee termination benefits 
Passport materials and application forms 
Passport operations at missions abroad 
Accommodation 
Professional and special services 
Freight, express and cartage 
Amortization 
Telecommunications 
Printing, stationery and supplies 
Travel and removal 
Repair and maintenance 
Information 
Rentals 
Loss on disposal of capital assets 
Postal services and postage 
Miscellaneous expenses 


Net profit 


48,760 93,156 


21,092 20,961 
Shh 447 
5,059 6,020 
4,447 4,447 
3,367 = POH) 
2,225 2,458 
1,606 1,833 
1,190 1,344 
1,134 942 
832 779 
433 408 
242 330 
145 183 
130 123 
92 61 
90 72 


| 42.419 44,160 


8,996 


6,341 


(in thousands of dollars) 
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Statement of Changes in Financial Position for the year ended March 31, 1997 


Operating activities: 
Net profit for the year 
Add: Provision for termination benefits 
Amortization 
Loss on disposal of capital 


Changes in current assets and liabilities 1,968 (2,300) 


Changes in other assets and liabilities: 
Payments on and change in provision for employee termination benefits 


Net financial resources provided by operating activities 9,735 8,169 


Investing activities: 


Capital 
Purchased (5,921) (3,515) 
Net financial resources used by investing activities (5,921) (3,515) 


Financing Activities: 
Transfer of part of the accumulated surplus to the accumulated net 
charge against the Fund's authority account 


Net financial resources used by financing activities 


Net financial resources provided and change in the accumulated 
net charge against the fund's authority account, during the year 3,814 (1,096) 


AR >44 
Accumulated net charge against the fund's authority 


account, beginning of year 75) NS 26,687 


| Accumulated net charge against the fund's authority 
account, end of year 29,405 25,591 


(in thousands of dollars) 


NOTES TO FINANCIAL STATEMENTS MARCH 31, 1997 


1. Authority and purpose 

The Passport Office Revolving Fund was established in 1969 to provide for the issue of appropriate travel 
documents to Canadian citizens and to certain permanent residents of Canada who are unable 
to obtain valid passports from their country of origin. The Revolving Fund Act authorized the operation 
of the Fund. 


The Fund has a continuing non-lapsing authority from Parliament to make payments out of the Consolidated 
Revenue Fund for working capital, capital acquisitions and temporary financing of accumulated operating 
deficits, the total of which is not to exceed $4,000,000 at any time. An amount of $745,893 representing net 
assets assumed by the Fund and assets contributed to the Fund was charged to this authority when the Fund 


became budgetary in 1981. 


2. Significant accounting policies 


(A)>Inventories The inventory of materials and supplies is carried at cost and the inventory of passports-in- 


process is valued at average cost for the year. 


(B) >Capital Leasehold improvements are amortized on a straight-line basis over the term of the appropriate lease. 


Other capital is amortized from the year of acquisition on a straight-line basis over their estimated useful lives 


as follows: 
Furniture 16 years 
Electronic data processing (EDP) equipment 5 years 
Other equipment 10 years 


(€) >Other capital Effective April 1, 1994 all expenditures associated with the Technology Enhancement Plan 
(TEP) are capitalized. The project costs will be amortized on a straight line basis over 5 years starting at the 


completion of the project estimated to be in 1998-99, 
(D) >Employee termination benefits Termination benefits accrue to employees over their years of service with 
the Government of Canada, as provided for under collective agreements. The cost of these benefits is recorded 


in the accounts as the benefits accrue to the employees. 


(E)>Revenues from passport fees are prepaid on application and accounted for on an accrual basis. Deferred 


revenues represents fees received for which the services have not yet been provided. 


3. Inventories 


1997 1996 | 


Materials and supplies 1,443 1,881 


Work in process 


1,651 2,060 


(in thousands of dollars) 


4. Capital and 
accumulated amortization 


Balance at Balance 

beginning at end 
Capital of year Acquisitions Disposal of year 
Leasehold Improvements DAD 151 0 3,143 
Furniture 2,000 277 65 2,212 
EDP Equipment 3) lll 877 68 4,320 
Other Machine & Equipment Dell 154 63 2,418 


10,830 


(in thousands of dollars) 
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Balance at Balance 
beginning at end 


Accumulated amortization of year Acquisitions Disposal of year 


Leasehold Improvements 
Furniture 
EDP Equipment 


Other Machine & Equipment 


(in thousands of dollars) 


Balance at Balance 
beginning at end 


Other Capital Assets of year Acquisitions Disposal of year 


Technology Enhancement 
Plan Project 


8,015 4,462 0 


(in thousands of dollars) 


5. Long-term leases 


The Passport Office occupies space at 29 locations under long-term leases which expire between March 31, 1997 
and April 30, 2000. 


Accommodation expense and tenant services consisted of: 


Rentals 


Tenant Services 


(in thousands of dollars) 


6. Contingent liability 

On April 15, 1993 a production contract was awarded to a company which quoted on the basis of a firm 
price per unit. The company has indicated that subsequent to this award, a number of events beyond 
its control significantly altered its production costs. The company was able eventually to resolve these 
difficulties, but has decided to claim against the Passport Office for the additional costs. The best esti- 


mate of the amount of the claim is $84,500. 


A journey of a thousand miles begins with a... 


> Single step” 


There is a common misperception that the private sector is more effec- 
tive and efficient than the public sector in the delivery of services and 
the management of funds. We believe that this year, the Passport Office 
has been effective in providing valuable services for the $35 paid by our 
clients. Long-term benefits are often the result of short-term initia- 
tives...by focusing on the long term, Passport Office will ensure effec- 
tive cost control for the benefit of the Canadian traveller. We will continue 
to develop and implement cost-effective services, and we will recog- 
nize the fruit of our labour in years to come. 


Suite 828 

200 Town Centre Court 
Scarborough, Ontario 
M1P 4X8 

Office hours: 08:45 - 16:30 


Suite 302 

Royal Insurance Building 

28 Cumberland Street North 
Thunder Bay, Ontario 
PTA 4P9 

Office hours: 08:45 - 16:30 


438 University Avenue 
i ‘Toronto ‘i Ontario 


Imperial Bank of 


oe 
- 16:30 Office hours: 08:45 - 16:30 


‘T5) 4C3. | 
- Office hours: 08:30 - 16:30 


1800 Hamilton Street 
~ Regina, Saskatchewan 
_ S4P 202 
Office hours: 09:00 - 16:30 


Suite 605 
Pel Budding 
-- 101-22nd Street East 
- Saskatoon, Saskatchewan 
S7K 0E1 
Office hours: 08:30 - 16:00 


Suite 405 

Guildford Landmark Building 
15127-100th Avenue 

Surrey, British Columbia 
V3R 9P4 

Office hours: 08:30 - 16:30 


Suite 240 

Sinclair Centre 

757 Hastings Street West 
Vancouver, British Columbia 
V6C 1A1 

Office hours: 07:30 - 16:30 


Suite 228 

Customs House 

816 Government Street 
Victoria, British Columbia 
V8W 1W9 

Office hours: 08:30 - 16:30 


Suite 910 

200 Graham Avenue 
Winnipeg, Manitoba 

R3C 4L5 

Office hours: 08:00 - 16:30 


‘The Passport Office 

Department of Foreign Affai 
and International Trade 
Ottawa, Canada 

KIA 0G3 
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